Stakeholder Participation in Company Approaches to Sustainable Development, Volume I. by Oxley Green, Abigail.
STAKEHOLDER PARTICIPATION IN COMPANY 
APPROACHES TO SUSTAINABLE DEVELOPMENT
A Portfolio Submitted For The Engineering Doctorate in Environmental
Technology Programme
by
Abigail Oxley Green 
August 2005
VOLUME I
Academic Supervisor Industrial Supervisor
Dr Kate Bumingham Dr Lucy Wright
Centre for Environmental Strategy & Nokia UK Ltd 
Department of Sociology Southwood,
University of Surrey, Famborough,
Guildford, Hampshire, UK
Surrey, UK
Academic Supervisor
Prof Roland Clift
Centre for Environmental Strategy
University of Surrey,
Guildford,
Surrey, UK
ProQuest Number: 27733231
All rights reserved
INFORMATION TO ALL USERS 
The quality of this reproduction is dependent upon the quality of the copy submitted.
In the unlikely event that the author did not send a com p le te  manuscript 
and there are missing pages, these will be noted. Also, if material had to be removed,
a note will indicate the deletion.
uest
ProQuest 27733231
Published by ProQuest LLC (2019). Copyright of the Dissertation is held by the Author.
All rights reserved.
This work is protected against unauthorized copying under Title 17, United States C ode
Microform Edition © ProQuest LLC.
ProQuest LLC.
789 East Eisenhower Parkway 
P.O. Box 1346 
Ann Arbor, Ml 48106 -  1346
Abstract
It is increasingly recognised that if businesses want to be successful in the long term 
they must address the legitimate needs and expectations of their stakeholders. Until 
recently, however, processes for involving stakeholders in discussions about 
environmental and social issues have mainly been used within the public sector; their 
application within the corporate sector is relatively novel. This portfolio develops a 
four-stage stakeholder consultation process specifically for use within companies and 
explores its implementation in practice within Nokia, the leading world supplier of 
mobile phones.
Nokia is well known for its commitment to good environmental performance and social 
responsibility. The company already recognises that stakeholder opinions provide useful 
input to shape company developments. To date, however, no systematic process of 
stakeholder consultation had been conducted. This project was carried out to fill this 
gap, by using focus groups to explore the attitudes of employees and consumers towards 
Nokia, the environment and corporate responsibility. A total of 23 focus groups were 
conducted across the UK, Finland, China, Brazil and the USA.
Key findings from the focus groups highlight that Nokia is widely seen as a responsible 
company; respondents focus upon local environmental issues; social and environmental 
issues are often inextricable; and, relatively small local initiatives can send powerful 
messages about the company’s overall approach. The research confirms that if the 
process is well-managed and companies are committed to taking the findings on board, 
consultative participation provides a useful tool to identify areas of high company 
performance and opportunities for improvement, promote procedural fairness in 
decision making and increase self awareness with respect to sustainable development. If 
stakeholder participation processes are to be undertaken by companies in a ‘sustainable’ 
manner, they must deliver clear and substantive benefits. Future research should 
therefore focus on developing participation processes that maximise the possibility of 
realising potential benefits and evaluative techniques to measure their effectiveness.
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The only way in which a human being can 
make some approach to knowing the 
whole of a subject is by hearing what can 
be said about it by persons of every 
variety of opinion, and studying all modes 
in which it can be looked at by every 
character of mind. No wise man ever 
acquired his wisdom in any mode but this; 
nor is it in the nature of human intellect to 
become wise in any other manner.
John Stuart Mill, On Liberty
Above all, the resolution of human and 
societal problems remains in the hands of 
the citizens of all the society. We should 
be on our guards not to overestimate 
science and scientific methods when it is a 
question of human problems, and we 
should not assume that experts are the 
only ones who have the rights to express 
themselves on questions affecting the 
organization of society.
Albert Einstein
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Chapter 1 
Executive Summary 
Introduction
The executive summary provides an introductory overview of the portfolio and sets 
the research within the context of Environmental Technology. At the end of this 
chapter the reader should have an understanding of the contents of the portfolio, 
areas of innovation and contribution^ to knowledge.
A portfolio guide can be found in the final section of this chapter. This guide 
provides a brief description, keywords and full listing of the subheadings for each 
chapter within the portfolio.
1.1 Background to Research
1.1.1 Information and Communications Technology (ICT) industry 
and Sustainable Development
In an era of increasing awareness and concern towards environmental and social 
issues, the pressure and expectation for industry to take responsibility for the impacts 
associated with their products and services is also rising. The mobile 
communications sector is no exception. Consumers are becoming far more 
concerned about the overall environmental performance of ICT companies and their 
products (MORI 2000; Wong, 2004). Environmental legislation is becoming far 
more stringent and increasingly focusing on producer responsibility (OECD 2000). 
Many investors and business customers include good environmental and social 
performance as part of their requirements and non-governmental organisations are 
exerting greater pressure for companies to acknowledge their environmental and 
social responsibilities. Recognising that industry plays a critical role in the transition
1
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to a more sustainable society, companies are embracing the concept of sustainable 
development.
Nokia, the industrial sponsor of this research, is a global company and the leading 
mobile phone manufacturer in the world. In response to this market leading position 
and increasing understanding of the impacts associated with the life-cycle of mobile 
communication products, Nokia has made a commitment to Sustainable 
Development in accordance with the International Chamber of Commerce (ICC) 
Business Charter. To realise this commitment and drive continuous improvement, 
specific measures have been implemented into the company’s product development 
and business processes. Stakeholder opinions are recognised as providing useful 
input to shape both current and long-term company developments.
Stakeholder opinions are important because ultimately they define the conditions 
under which companies can operate and the criteria for business success. 
Considering stakeholder views within decision-making processes has been linked 
with employee empowerment, démocratisation, good governance and human rights 
(FAO, 1990; Tuxworth, 2002; Stirling, 2005). It has also been proposed that 
stakeholder engagement provides a useful tool through which organisations can 
translate their commitment to sustainable development into practical actions (Pretty 
& Shah, 1994; Acland, 2000).
1.1.2 Stakeholder Participation
Stakeholder dialogue, stakeholder consultation, stakeholder participation and 
stakeholder engagement are all terms used to describe the processes through which 
stakeholder views can be identified, explored and eventually internalised within 
decision processes. Though predominantly used in public sector environmental 
decision-making, there is growing interest in the implementation of participation 
processes in the corporate sector, particularly as environmental decisions become 
more complex and factors such as accountability and transparency become more 
important. However, to date, participatory processes have typically been used in a 
reactive manner. Philips provides one of the few examples of a company using
2
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stakeholder opinions systematically to help generate and select green opportunities 
(Cramer & Stevels, 1997).
Stakeholders are defined as " ... those who are affected by or can affect an 
organisation's operation". Traditional corporate stakeholders include customers, 
shareholders, regulators and governmental policy makers. Emerging stakeholder 
groups include employees, local communities, non-governmental organisations and 
industry associations. To get the widest and most comprehensive set of opinions, a 
stakeholder participation process would preferably, or democratically, involve 
representation from all stakeholder groups. In reality, however, companies have 
limited resources; therefore it is necessary to decide which of those groups identified 
should actually be included. In this research it is proposed that the identification of 
stakeholders is dependent upon the aims and scope of the participation process, and 
the implications of this approach are explored by carrying out an extensive 
stakeholder engagement process for Nokia.
Levels of involvement
Based on Amstein’s (1969) 'ladder of citizen participation', chapter 3 describes the 
three key levels of involvement defined in the research: informative, consultative and 
decisional:
a) Informative participation is used to describe processes that involve information 
being passed from one body to another. Informative participation underpins all 
other levels of participation and in some cases is appropriate on its own. At this 
level, the role of the stakeholder is only to receive the communication and the 
participation is passive; the organisation has complete control over how 
stakeholders are informed and what they are told. People may be content with 
this level of communication and may feel happy to have been informed; 
however, research indicates that such a unilateral announcement can cause 
resentment and protests if participants were expecting more involvement 
(Environment Council 2000; Wilcox, 1994).
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b) Consultative participation refers to a higher level of involvement between the 
organisation and the stakeholder(s). At this level, stakeholders are asked for their 
views and perspectives on an issue or an organisation's plans and/or proposals. 
The material generated from this process is fed back to the decision-makers and 
may then be used to influence the organisations' plans. Whilst discussing 
viewpoints and perspectives on issues can raise the expectations of participants 
regarding what will happen as a result of their input, their involvement and 
perspectives within company projects can result in solutions that are more 
accepted. This information may also highlight potential problem areas but the 
extent to which stakeholders can influence the project or plans is limited, as the 
key decisions may have already been made.
c) Decisional participation refers to the highest level of involvement, where 
stakeholders actually participate in the decision-process. This presents a more 
challenging mode of operation because not only do stakeholders have the 
possibility to influence plans, they might also share the responsibility of carrying 
the decisions through. Involving and interacting with stakeholders early on in the 
decision-making process means that more views and knowledge can be shared 
and considered at an earlier stage and any disparate objectives reconciled. 
Involving stakeholder groups from the outset and accepting their decisions 
requires significant commitment from the company. However, it is more likely 
that the decisions resulting from such a process will be sociably acceptable, as 
the views and priorities of the various stakeholder groups will have been 
considered in arriving at the decision.
1.2 Stakeholder Consultation Process
hi this research a consultative form of participation was employed to gain a better 
understanding of the environmental and social concerns of Nokia stakeholders. The 
‘stakeholder consultation process’ developed specifically for this research is 
illustrated schematically in Figure 1.1 as follows:
4
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Figure 1.1: Four-stage Stakeholder Consultation Process
1. IDENTIFICATION OF 
STAKEHOLDERS
2. ASCERTAIN INT & EXT 
STAKEHOLDER CONCERNS
3. ANALYSIS AND 
EVALUATION
4. ADDRESS & FEEDBACK 
ISSUES INTO COMPANY
Within the overall process, four key stages are identified below:
• The first stage is the process of identifying the stakeholders;
• The second stage is to ascertain the concerns and priorities of the stakeholders;
• The third stage involves the analysis and evaluation of the stakeholder 
concerns, i.e. the data;
• The fourth stage is where the stakeholder concerns are addressed and fed back 
into the company and decision-making process.
1.2.1 Stage 1: Identification of stakeholders
Nokia employs over 50,000 individuals who on a daily basis interact with a variety 
of individuals from professional, academic, research and technology organisations 
and associations. The organisation receives materials, components, products and 
services from a host of suppliers and manufacturers, which are then assembled and 
the finished product is distributed to the trade customers and then finally to the end 
user. When looking at how Nokia conducts business and interacts with society, a 
number of stakeholder groups can be located both up and down the supply chain, all
5
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of whom interact with, affect or are affected by Nokia for different reasons, by 
various mechanisms and to varying degrees. Seventeen different groups of 
stakeholders can be identified, grouped into three distinct categories: internal, 
external and surrogate stakeholders (see table 1.1).
Table 1.1: Nokia stakeholders
Category Stakeholder group
Internal stakeholders Employees
External, non surrogate stakeholders Competitors
Consumers, consumer groups 
Contract & joint venture manufacturers 
Non governmental organisations & pressure groups 
Local communities
Legislators & governmental organisations 
Media groups
Professional and academic research organisations
Shareholders, lenders & insurers
Suppliers & supply partners
Trade associations
Trade customers
Trade unions
External, surrogate stakeholders Biosphere, future generations, industry
Chapter 5 of this portfolio provides a comprehensive review of Nokia stakeholders. 
Of the seventeen categories of stakeholders illustrated in Table 1.1, this study 
focused upon two groups: employees and consumers. Employees represent possibly 
Nokia’s most important stakeholder group and they are pivotal in the development 
and implementation of effective company environmental and social responsibility 
policies. As a consumer electronics company, understanding consumers’ attitudes is 
crucial to market success.
1.2.2 Stage 2: Ascertain stakeholder concerns
Focus groups were selected as the main technique through which to ascertain the 
stakeholders’ views. The primary aims of the focus groups included:
6
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• Understand people's attitudes towards environmental and social issues and 
identify priority issues;
• Assess how environmental and social factors impact on people's views towards 
companies;
• Identify which environmental and social issues are associated with Nokia, the 
attitudes towards these and expectations towards specific areas of environmental 
and social responsibility within the company;
• Gauge perceptions of Nokia's performance in environmental & social issues, and 
determine priority issues for Nokia;
• Assess what environmental and social issues Nokia could or should be 
addressing.
For employees, this study also aims to:
• Determine to what extent, if at all, people consider environmental and social 
issues within their own work and the reasons why.
A total of 23 focus groups were conducted with employee and consumer groups in
the UK, Finland, Brazil, China and the USA. The compositions of the groups are
described briefly below in Tables 1.2 and 1.3.
Table 1.2: Consumer focus groups
Country Group description Mix
Brazil 1 x workers, age 3 0 -4 0  
1 x workers & students, age 
18-30
Both groups were 50% Nokia 
owners, 50% mix of Motorola, LG, 
Ericsson, Samsung
China 1 x workers, age 20 -30 
1 x workers, age 30-40
50% Nokia owners, 50% mix of 
Motorola, Samsung, Siemens, TCL
7
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Table 1.3: Employee focus groups.
Location Group type Site Activity Facilitation
language
o ^ UK 7 x Non-management R&D Facility English
e | 1 x management
1 x Non-management Finnish
Finland 1 x Middle management Head Office
2 x Senior management
•f? 1 x Non-management
1 Dallas, US 2 x Middle management R&D Facility
■s 1 x Senior management English
1 California, US 
(Dec '02)
1 x Middle management
R&D Facility
Ix Management
Beijing, China (Oct 
'02)
1 x Production workers Manufacturing
Facility
Mandarin
1.2.3 Stage 3: Employee and Consumer Attitudes towards Nokia, 
the Environment and Corporate Responsibility
Analysis of the focus group data suggests that:
- Concern for environmental and social issues focuses upon those issues that have 
an effect upon peoples’ local surroundings and daily lives (e.g. health).
- Environmental and social responsibility can be interpreted in many different 
ways so that “environmental” issues are not always distinct from “social” issues.
- Nokia is widely seen as a responsible company, fast at meeting (forthcoming) 
legal requirements and performing at least on par with its competitors. Good 
corporate behaviour is thought to be very much in line with Nokia culture and 
values and to be critical to support and protect the brand and company reputation. 
Priority concerns for Nokia and the mobile communication industry include 
managing “End-of-Life” waste, the health issues associated with the use of 
mobile communications, potential supply chain risks and employee well-being.
8
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Relatively small practical improvements in the office environment can actually 
send a powerful message to employees regarding the company’s overall 
approach.
- A lack of understanding of Nokia’s overall strategy for environmental and social 
responsibility at a management level may result in missed opportunities for 
consideration of environmental factors within company decision-making.
Implications
The findings suggest the following implications:
- Environmental and social initiatives that have a strong local focus and/or bring 
about tangible change are more likely to yield better recognition and support 
from employees and illustrate that the company is in touch with the local 
community.
- There are potentially important gains to be made for the company’s work 
towards sustainable development if the groups responsible for Environment, 
Community Involvement, Supply Chain and Employee Well-Being collaborate 
on initiatives such as awareness building, to develop an approach in line with 
how employees see these issues.
- Increased communication (internally and/or externally) on the company’s 
activities would help increase employee and public awareness of the extent of 
their achievements. An open and honest communication approach is crucial to 
maintain people’s trust.
On a day-to-day basis, the majority of employees are most aware of site 
environmental initiatives, as part of their working environment. A proactive 
approach to the management of these issues and ensuring that employees 
understand how to use the facilities (e.g. waste sorting, recycling) provides an 
important indicator to employees of the company’s overall approach and 
commitment.
The ability to participate within company environmental and community 
schemes and the provision of channels to contribute suggestions for positive 
change can help motivate employees and promote “ownership” to bring about 
more responsible behaviour.
9
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1.2.4 Stage 4: Feedback of results to the company
Effective communication of stakeholder views and concerns is essential to enable 
participation processes to add value to corporate decision-making. Following the 
focus group research the findings were disseminated to key issue owners within the 
company. The specific communication channels varied according to the recipient 
group and the nature of the relevant research findings. In Chapter 9 it is concluded 
that there are four characteristics that promote a successful feedback process: early 
involvement of issue owners, consideration of the organisational decision-making 
culture within the design of the feedback process, sufficient time allowance and the 
energy of the disseminator him/herself.
The feedback discussions coupled with subsequent initiatives demonstrate that there 
are both direct and indirect benefits to be gained from conducting such a 
participation process. In particular, impacts and benefits include the promotion and 
facilitation of cross-functional collaboration, raising awareness of cultural 
differences, direct input into local environmental management system, information 
to help company departments improve how they communicate environmental 
initiatives and achievements, demonstration of the company’s commitment to 
stakeholder engagement and prompting further research such as an on-line dialogue 
survey.
1.3 Stakeholder Participation within the Corporate 
Context
From this research it is concluded that participation, if well managed, provides a 
useful tool for companies. It can be used to identify areas of high performance, 
opportunities for development and provide information to improve the efficiency and 
effectiveness of new or existing programs. One of the most potentially useful yet 
unexpected impacts of this consultation process has been its role as a catalyst for 
discussion. While extensive discussions can significantly decrease the rate at which 
information is disseminated, they can also deliver many benefits. In this research, the 
discussions helped to promote deeper understanding of the findings within the
10
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recipient community. They prompted discussions about wider topics thus 
challenging the need for new ways of thinking and standpoints within the company 
and also helped build networks across different departments in addressing certain 
actions.
One might ask whether the decisions reached through stakeholder deliberations 
could not have been reached in other ways, e.g. by a group of experts. The answer to 
this is uncertain; however it is proposed that such a question only considers part of 
the picture. This research demonstrates that participatory processes can provide 
decision-makers with more confidence in their decisions. Furthermore, there are 
some cases where procedural fairness is the salient concern and stakeholder 
participation becomes an essential feature of the decision process. This is often the 
case in decision making about sustainable development, where decisions frequently 
involve high complexity and factual uncertainty and must deal with potentially 
opposing value systems. It is necessary to highlight that there are associated costs 
(time, financial) for conducting a stakeholder participation process. However, the 
question is then how much confidence or certainty is needed for a particular decision 
and what resources are available to deliver that level of confidence.
Stakeholder dialogue is typically used to help inform decision-processes. Wilsdon 
and Willis (2004), however, argue the need for moving public engagement 
‘upstream’ so that dialogue does not just inform decisions, but helps shape them. In 
this sense, participation is used to generate debate about future developments, before 
deeply entrenched positions appear. This research presents evidence that 
participation should have a role outside the focussed context of decision-processes. 
From the viewpoint of environmental and social responsibility, stakeholder 
deliberations can help to ‘open up’ the internal discourse and foster greater self- 
awareness of how companies perform in this area. It could be argued that if a 
company understands stakeholders perspectives towards the products or services 
they provide, they are in a better position to define their social value.
To maximise the benefits from participatory processes, companies must be 
committed to taking stakeholder perspectives on board. Considering the three levels 
of participation proposed in this research, it is proposed that whilst a decisional form
11
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of participation might be the most appropriate approach on a theoretical level, it is a 
consultative form of participation that provides the most practical approach for 
companies. The research shows that the level of commitment required to conduct a 
consultative level is acceptable, whereas it is proposed that for some organisations 
the level of management commitment required to carry out a genuine form of 
decisional participation would be difficult to achieve. The reason for this is that for 
most companies decisional participation presents a substantial departure from their 
traditional decision-making systems, requiring a significant cultural shift to achieve 
the necessary level of support.
At this moment, engagement processes that do not yield sufficient results or are 
overly resource intensive will be difficult to promote in a corporate arena. Future 
research should therefore focus on developing stakeholder participation processes 
that clarify the limitations of this kind of process as well as enabling all the potential 
benefits to be realised. It is also proposed that further investigation be made into how 
the success of participatory processes depends on a company’s attitudes and culture. 
Finally, studies that focus on developing evaluative techniques for stakeholder 
participation are necessary to measure the effectiveness of such processes, which in 
turn will help their acceptance into company culture and drive further improvements.
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Chapter 2 
Mobile Communications and Sustainable Development 
Introduction
The aim of this chapter is to provide the background and justification to this research 
project. The first section (section 2.1) provides a brief introduction to the mobile 
communications industry and the sponsor company Nokia, which form the backdrop 
to this research. The following section (section 2.2) focuses on mobile 
communications and sustainable development, providing an overview of the concept 
of sustainable development and identifying the main environmental and social 
impacts associated with the life-cycle of mobile communication products. Finally 
section 2.3 describes the Nokia approach to managing environmental and social 
issues and proposes why stakeholder dialogue is important for a company’s long­
term development and work towards sustainable development.
2.1 Brief introduction to Mobile Communications
The mobile communication industry has been one of the fastest growing sectors in 
terms of technological development and infiltration into society. In 2003, the global 
penetration rate of mobile phones was calculated to be 24%, in other words on 
average nearly one person in every four owned a mobile phone (Nokia, 2004). 
Mobile phone penetration in Finland is one of the highest worldwide, with 94% of 
households owning a mobile phone (Finnish Statistics, 2003).
From a technological standpoint, consumer electronics have developed significantly 
both in design and in the services they provide. For example, current mobile phones 
are much smaller, lighter, more efficient and offer more features than their 
predecessors. There has also been a convergence between mobile phones and other 
electronic goods, such as personal organisers (called PDAs i.e. personal digital
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assistants), cameras, radios, laser pointers, gaming devices and wristwatches. The 
development of Short Messaging Services (SMS) has meant that information such as 
weather reports, news headlines, and sport results can be received via mobile phones. 
Multimedia Messaging Services (MMS) enable images, video and audio clips to be 
transmitted between phones and between phones and email, whilst Wireless 
Application Protocol (WAP) enables users to access the internet through their mobile 
phones.
Rapid development and competition for market share have driven down the prices of 
mobile communication products and features such as changeable covers, ring tones 
and screensavers have helped make them more personal items. Looking at the 
different models of cellular phones available suggests that they serve different 
purposes to different people. For example they are used by some people as business 
management tools, to others they offer increased personal security whilst to others 
they are a fashion accessory and can even be regarded as status symbol (Yorke & 
Dineen, 2002). Mobile communications and the Information and Communications 
Technology (ICT) sector has changed the way in which many people communicate 
and the mode and speed at which information can be shared, whether at home or 
work. This development has both positive and negative implications for the 
environment and society.
2.1.1 Introduction to Nokia
Nokia is currently the leading world supplier of mobile phones; of the 519 million 
mobile phones sold globally in 2003, approximately 35% were Nokia mobile phones 
(Gartner, 2004). The company however, has not always manufactured mobile 
phones. In fact, the history of Nokia dates back to 1865 when Fredrik Idestam, a 25 
year-old Finnish mining engineer, established a company called Nokia Aktiebolag 
and obtained a license to operate a stone groundwood plant, a new process for the 
paper industry (Haikio, 2002). The name ‘Nokia’ came from the river Nokia, which 
apparently took its name from the small mammal called the nokia (translated into 
English as a ‘mustelid’), a member of the weasel family. Between 1918 and 1922,
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Nokia Aktiebolag, together with a Finnish Cable Works company (established in 
1912) and a Finnish Rubber Works company (established in 1898) formed a de facto 
group, and were formally merged in 1966 where they became known as Oy Nokia 
Ab. During the early twentieth century, Nokia became known for production of 
rubber, cable and electrical power equipment and, later, for rubber boots, toilet paper 
and winter tyres. The company’s interest in the electronics industry started in the 
1960s; however “...electronics became a significant contributor to net sales only in 
the late 1980s and Nokia did not really focus on electronics until the 1990s” (Haikio,
2002). Since the 1960s Nokia has manufactured a range of electronic products, 
including computers, monitors, televisions, digital telephone exchanges, mobile 
phones and digital TV receivers. Today, Nokia is rated as the World’s 50th most 
valuable company and the Nokia brand is rated as the World’s 8 th most valuable 
brand (Business Week, 2004; Interbrand, 2004).
Table 2.1. Nokia Values, adapted from Nokia 120031
Customer Satisfaction j Achievement
Bringing customer satisfaction by creating, : Understanding the com pany’s strategies 
manufacturing and delivering productions. ' and goals helps people to set and achieve 
and services to meet customer needs, : their own goals, by working in teams and
through working in partnerships to give the being accountable and em powered in
best possible value their work.
Respect j Renewal :
Treating one another with trust and respect : The environment in which we do business 
is essential fo r  building an open and honest j is evolving continuously. To succeed, we | 
spirit at the workplace. Nokia is a global ' must have the passion and courage tot 
: and multi-cultural company, which means \ look fo r  new ideas beyond existing 
seeking diversity and respecting the 1 products, services and ways o f  working 
environment and communities around us. \ and have a willingness to change and
With the main headquarters based in Finland, Nokia employs over 50,000 people, 
located in offices across fifty countries. As illustrated in Figure 2.1, the company has 
production facilities in nine countries around the world and Research &
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Development (R&D) centres in 14 countries (Nokia, 2003). Nokia has emerged into 
a global company yet despite its rapid growth, it "... has continued to stress a 
corporate culture more typical of an independent, innovative, and creative start-up” 
(Steinbock, 2001). Described as a flat, networked organisation, the corporate culture 
is based around the company’s four values, which provide a common bond between 
all employees: see Table 2.1. Nokia’s commitment to environmental and social 
responsibility is embedded within the Nokia value ‘Respect’.
Figure 2.1: Locations of Nokia Production and R&D sites (Nokia 20031
2.2 Mobile Communications & Sustainable Development
hi an era of increasing awareness and concern towards environmental and social 
issues, the pressure and expectation for industry to take responsibility for the impacts 
associated with their products and services is also rising (see Figure 2.2). The mobile 
communications sector is no exception. Consumers are becoming far more 
concerned about the overall environmental performance of ICT companies and their 
products; environmental legislation is becoming far more stringent and increasingly 
focusing on producer responsibility. Many investors and business customers include 
environmental and social issues as part of their requirements and Non Governmental 
Organisations (NGOs) are exerting greater pressure for companies to acknowledge 
their environmental and social responsibility. Recognising that industry plays a 
critical role in the transition to a more sustainable society and that a sustainable
□  R&D Sites
®  Production
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society is essential for long-term business success, companies are embracing the 
concept of sustainable development.
Figure 2.2: Drivers for more sustainable enterprises, adapted from Christie (2000) and The 
Engineering Council (1994b
Legislation
Cost of Insurance
Financial Stakeholders and 
market analysts
Business customers with 
environmental & ethical purchasing- 
policies
Pressure Groups and Campaign 
organisations
Local Communities
Gbmpany
Consumer choices 
and panics
Policies of overseas 
parent group/partner 
organisations
Cost of resources, waste 
disposal, decommissioning and 
pollution
Competitor activities and Peer 
pressure
Global Media
Employees
For background information and reference in future chapters, the following sections 
provide an overview of the general concept of sustainable development.
2.2.1 The concept of Sustainable Development
Sustainable Development is defined as:
... development that meets the needs o f  the present without compromising the 
ability o f future generations to meet their own needs (WCED, 1987)
To explain the concept of Sustainable Development, it is useful to take a systems 
approach, whereby human society, the earth’s natural ecosystems and industry are all 
seen to be interconnected (Clayton & Radcliffe, 1996); these connections are 
illustrated schematically in Figure 2.3, adapted from Clift (1998). Human society 
depends on air, food, goods and services and also the ability to emit substances back
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into the environment, all of which are provided from industrial and agricultural 
processes and the environment around us. In order to operate and deliver these goods 
and services, industrial processes require energy (renewable e.g. solar energy or non­
renewable e.g. from fossil fuels) and raw materials (renewable e.g. soya or non­
renewable resources e.g. coal, iron, aluminium) and need to be able to emit waste to 
air, water or land. Natural ecosystems and human activities (e.g. agriculture) also 
require energy and resources and emit waste back into the environment. From a 
thermodynamic perspective, the earth is a closed system where the environment 
determines the resources that are available; the economy and technology determine 
how resources are used; and society determines the needs to be met.
It is difficult to know how many years any particular non-renewable resource will 
last and, whilst all biological and ecological systems have a degree of resilience and 
will tolerate certain levels of stress or degradation, rapid and extensive changes, in 
any system, presents the risk of “transgressing a threshold” (Clayton & Radcliffe, 
1996). Amongst the most pressing concerns today are: increasing population, loss of 
biodiversity and natural resources such as freshwater and climate change (see Table 
2.2). Other related global concerns include global poverty, health and nutrition, 
pollution, depletion of the ozone layer and land conversion and degradation. For 
further information see WRI (2000).
In order for our way of life to be sustainable, our activities must be adapted to meet 
the ‘carrying capacity’ of the planet; our current way of life needs to be such that in 
twenty generations time, people will still be able to enjoy a good quality of life. As 
mentioned above, in a closed system there are three sets of constraints to consider:
Technology and Economics: the economic relationships, structures and products
that shape business systems 
Society: the social structures and issues that shape society
reflecting peoples’ values and needs 
Environment: including ecology and thermodynamics : the
physical laws and relationships that shape
ecosystems (Cowell et al., 1997).
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Figure 2.3 Resource flows in a human economy, adapted from Clift 0998))
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AND
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Non-renewable Resources
water
These three areas can be visualised as overlapping lobes, as depicted in Figure 2.4. 
Sustainability can be thought of as the area in which all three lobes overlap, while 
sustainable development is a trajectory, which moves towards this central region 
(Mitchell et al., 2004). Put simply, sustainable development is not possible without 
consideration of all three areas (Cowell et al., 1997).
One of the main criticisms of sustainable development is that it is too complex to 
understand and to define operationally; many people have tried to simplify and 
provide a more specific explanation. According to Carley & Christie (2000), 
adjusting our current ways to match the carrying capacity of the planet suggests two 
conditions for sustainable development:
• The harvest rate of renewable resources should equal regeneration rates to give 
sustained yield.
• Waste emission rates should not exceed the natural assimilative capacity of the 
ecosystem.
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Figure 2.4. The three dimensions o f Sustainability (adapted from (Cowell et al.. 1997)
ENVIRONMENT
TECHNOLOGY 
& ECONOMY SOOETY
|  Sustainable Development
Herman Daly, an economist with the World Bank reiterates these two conditions for 
a definition of sustainable development, but also goes on to prescribe the arguably 
missing third condition regarding the use of non-renewable resources (as quoted in 
Elkington, 1999):
• The harvest rate of non-renewable resources should not exceed the rate at 
which sustainable renewable substitutes are developed.
It is clear that the first two conditions refer to reaching a state of equilibrium, the 
third condition presents a greater dilemma: without a better understanding of the 
services that non-renewable resources provide, and their interaction with other 
systems, how can one be sure that the renewable substitutes are adequate in an 
economic, environmental and social sense in replacing the non-renewable resources?
As illustrated above, providing an operational definition for sustainable development 
that adequately catches all elements is very difficult. Yet as Clift (1998) argues, 
sustainable development is more of an ethical statement than a definition, which 
raises the question of: why should it be easy to define? The focus should not be on 
‘redefining’ sustainability to make it simpler or more concrete, rather the focus 
should be on defining it in the context of the situation (Clift 2003; Banner, 1998).
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Table 2.2: Global Trends (WRI. 2000: Rands et al, 2002)
Abi Oxley Green
Population growth: Current population is estimated at 6.2 billion people, 2.4 billion of whom 
are children and teenagers. Even as fertility rates decline worldwide, in 22 years the population is 
estimated to reach 8 billion. Of this 8 billion, 85% will live in developing countries. Population 
growth affects the environment, and the health, nutrition, education and wealth of the world’s
Loss of biodiversity and ecosystems: Nearly 26,000 plant species, more than 1,100 mammals 
and 1.200 birds and hundreds of species of fish, reptiles and amphibians are threatened with 
extinction. During the 1990s, 16.1 million hectares of forest were lost per year to deforestation 
and conversion to plantations, 94% of this in the tropics. Many of the goods and sendees 
provided by ecosystems cannot be, or cannot easily be replaced once they have become extinct 
or destroyed. In the 1990s, agriculture, forestry and fishing accounted for approximately four out 
of every ten jobs worldwide. In 1997 the global market for natural-product derived 
pharmaceuticals was estimated to cost USS75-120 billion.
Depleting Freshwater reserves: During the last hundred years, world water withdrawals 
increased almost twice as fast as population growth. In 60% of the European cities with more 
than 100,000 inhabitants, groundwater is being used faster than it can be replenished. Over one 
billion people worldwide lack access to a safe water source. Water scarcity has led to conflict 
and tense relations between communities and countries sharing waterways and watersheds, and 
unclean water and poor hygiene take an enormous toll on the health of populations.
Climate Change: in 1987 human activity added the equivalent of 6.5 billion tonnes of carbon to 
the atmosphere, in the form of carbon dioxide and other ‘greenhouse’ gases. This represented 
more than 1.25 tonnes for every person on the planet. The concentration of carbon dioxide in the 
air is rapidly rising and scientists have confirmed that global warming is happening and is largely 
a result of greenhouse gas emissions from burning fossil fuels and deforestation. Air pollution, 
mostly from burning fossil fuels, cause an estimated 500.000 deaths each year. Rising sea level, 
caused as a result of global warming, could displace several millions of people worldwide.
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2.2.2 Main Environmental and Social Impacts
To understand what sustainable development means for the ICT sector, or for any 
industry, it is necessary to gain an understanding of the impacts associated with the 
products and services that the sector provides, i.e. to identify the interactions with 
human society and the natural environment (as in Figure 2.3). As a result companies 
can then consciously determine how to manage their operations in such a way as to 
enhance economic growth and competitiveness, whilst ensuring environmental 
protection and promoting social responsibility, including consumer interests. Since 
starting this research, there have been an increasing number of studies investigating 
the impacts and opportunities for mobile communications technology. Tools such as 
life-cycle analysis and assessments and have been used to identify those most 
significant environmental impacts and to enable companies to improve performance 
throughout the whole product life-cycle, rather than just at the company’s core 
operations. Initiatives such as “Sustainable ICT in Germany1”, “Swedish ICT 
Commission2”, “Digital Europe Project3” and the “Global e-Sustainability initiative 
(GeSi)4” have been set up on a national, international and industrial level to 
investigate the wider challenges and opportunities associated with ICT sector and 
society as a whole.
Taking a life-cycle perspective (see Figure 2.5) the main environmental and social 
impacts directly associated with mobile communications products include: energy 
use, resource use and waste, water use and pollution, and health and visual impacts. 
Wider aspects include increased access to information, resource use and 
dematerialisation, increasing speed and changing work and life patterns. These topics 
are discussed in the following sections:
1 For more information see: www.cepe.etlTZ.cli/download/projects/ INFO-KOM/ISI+CEPE-ICT- 
englishpdf
2 For more information see: http://www.itkommissionen.se/index-2.html
3 For more information see: www.digital-eu.org
4 For more information see: http://www.gesi.org/
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Figure 2.5: Typical Product Life Cycle (adapted from Wright ( 1999))
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2.2.2.1 Energy use
Energy is required at every stage of a mobile phone’s life cycle (see Figure 2.5): to 
extract raw materials such as metals ores and oil (for plastics) from the world’s 
natural resources, to manufacture the raw materials into parts and components, to 
assemble these parts and components into a mobile phone, to charge the mobile 
phone battery for use over its life time, to power the supportive infrastructure, in all 
the transport stages required in between, and for end-of-life treatment. Life-cycle 
studies indicate that it is the ‘component (parts) manufacture’ (i.e. E2 in Figure 2.5), 
‘use’ standby time5, (E4), and ‘transport’ (E6 ) stages that contribute most 
significantly to overall energy consumption (Wright, 1999; Stutz et al, 2003).
Current mobile phones are designed to be far more energy efficient to use than 
previous models and research into improving battery and charger performance is 
ongoing; Figure 2.6 illustrates how the average product energy efficiency,
5 Defined as the longest possible continuous time you can have the power on, waiting for calls
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represented by talk-time6 and standby time, has improved for a selection of Nokia 
mobile phones. These developments have no doubt improved the energy 
consumption at the ‘use’ stage of mobile life-cycle, however it is important that 
mobile communication companies also strive towards improving energy efficiency 
throughout their logistics and supply chain to drive overall improvements.
Figure 2.6. Graph illustrating mobile phone developments in Energy Efficiency (Nokia Presentation)
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2.2.2.2 Materials Flows: Resource Use and Waste
Materials are used and waste is generated during the life-cycle of any product. For 
mobile phones, materials are required for the manufacture of components, plastics, 
paint for covers, batteries, accessories and packaging. Waste is generated during all 
stages through to the final disposal at end-of-life. Life-cycle studies indicate that the 
highest portion of waste (in terms of volume) is generated in the extraction and 
refining of raw materials, (i.e. W1 in Figure 2.5) (Wright, 1999). Although this stage 
generates a high volume of waste, it is however, largely non-hazardous. When 
concerning toxicity of waste, the highest concentration of potentially hazardous 
waste occurs at the End-of-Life stage (W5 in Figure 2.5), thus highlighting the 
importance of recycling, reuse and correct disposal for the mobile communications 
sector.
6 Defined as the length of time a phone can be used to engage in a conversation
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Mobile phones have become significantly smaller and lighter over the last 15 years; 
for example Mobira's Talkman launched in 1986 weighed 10 kilograms, whilst 
Nokia 8210 launched in 1999 weighs only 79 grams (Nokia (2003). Despite that 
each individual mobile phone now requires less material, they are now manufactured 
and sold in much higher volumes. In addition, fast technological innovation means 
that products have experienced increasingly shorter lifetimes; whereas a handset 
might technically have been built to last for ten years, research indicates that people 
replace them every 3 years (Jakobs, 2001). It is now even possible to buy disposable 
phones (BBC, 2002). The prospect of small electronics products becoming 
throwaway items raises a serious challenge for electronic companies and their work 
towards sustainable development.
Figure 2.7: Total mass of mobile phones entering the worldwide market from 1993 to 20037
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Using market sales volumes and average weight of a selection of Nokia handsets 
recorded on a yearly basis over the last 10 years, Figure 2.7 estimates the total mass 
of mobile phones that has entered the market between 1993 and 2003 (See Appendix
2.1 for data). This graph also illustrates Nokia’s contribution and therefore arguably 
responsibility, which is of course directly proportional to its success as market
7 Assuming the average weight of Nokia mobile phone » average weight of any brand mobile phone 
and from 1993 to 2002
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leader. In Germany and the UK, it is estimated that the ICT sector represents 5.24% 
(in weight) of overall waste electronic and electrical equipment; of this 5.24%, Nokia 
products are estimated to account for 1.8% (CoverTronic, 2005).
Due to the increasing volumes and the potentially hazardous nature of electrical and 
electronic equipment as a waste stream, the EU have introduced Directives 
restricting the use of certain substances within electronic products and also 
promoting the principle of producer responsibility through making producers 
financially responsible for their products when they become waste (see Chapter 5, 
section 5.1.2.4 for further detail).
Tantalum
One raw material that has received particular attention from the media and public 
that should be mentioned in this section is tantalum. Tantalum is found in the 
mineral ore coltan (an African abbreviation of columbite-tantalite) and is vital to 
many industries, including its use in the manufacture of tantalum capacitors that 
allow the miniaturisation of portable electronic items, such as laptops, PDAs, gaming 
devices and mobile handsets. Coltan is found and mined in many countries 
(Australia accounts for approximately 40% of the world’s supply); however, it is 
Congolese coltan that is the focus of much public concern. Following a report by the 
United Nations (2001), it has been highlighted that coltan trade and mining activities 
are helping to fuel the war in the Democratic Republic of Congo and having 
devastating effects on the local people and wildlife.
Although tantalum passes through many hands before reaching mobile phone 
manufacturers (e.g. coltan mining, coltan trade, refineries, capacitor manufacturers, 
circuit board manufacturers) and can also be purchased from commodity "spot” 
markets8, it provides a useful example of how companies are expected to take 
responsibility for both environmental and social impacts associated not only with 
their own products and operations but also their products’ life-cycles (life cycle 
management, see Figure 2.5). Many feel that companies should be capable of
8 A spot market is a market in which commodities are bought and sold for cash and delivered 
immediately
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providing information about the origin of coltan used in their products. NGO’s 
campaigned for electronic companies to stop using Congolese tantalum capacitors. 
More recently some ICT companies (through Global e-Sustainability initiative) are 
trying to explore the possibility of supporting the creation of a market for Congolese 
tantalum, mined under socially and environmentally responsible conditions 
(Vodafone, 2004).
2.2.2.3 Water use and pollution
In the mobile phone industry, water use, and as a result wastewater production (as 
the two usually go hand-in-hand), is a key concern within the upstream processes of 
raw material extraction and parts manufacture (i.e W1 and W2 in Figure 2.5), 
particularly printed wiring board (PWB) manufacture. Electronic companies are 
increasingly “closing the loop” on their manufacturing processes, by cleaning up 
their wastewater and reusing it (Perry, 2000). However totally closed loop operation 
is impossible and a certain percentage must be constantly replaced. Wastewater from 
these processes needs to be treated to remove dissolved and suspended solids, 
metals, to reduce BOD5 and COD5 , and for neutralisation (Ellis, 2000). Considering 
the possibility of serious water shortages in the coming decades, minimising water 
consumption and pollution will be crucial, particularly in Africa, Arab states, India 
and China (Gardner-Outlaw & Engelman, 1997).
2.2.2.4 Health issues and visual impacts
Many electrical products (e.g. TVs, radios, PCs and hairdryers) create 
electromagnetic fields (EMF) however, there is particular public concern regarding 
the health effects associated with EMF emitted from mobile phones and base 
stations. In response to public concern, the telecommunication industry has 
sponsored independent research to deepen understanding of the risks involved 
(Global e-Sustainability Initiative, 2002). The current position of independent bodies 
such as the International Commission on Non Ionising Radiation Protection 
(ICNIRP) and the World Health Organisation (WHO) is that exposure to radio 
frequency (RF) fields, such as those emitted by mobile phones and their base
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stations, is unlikely to induce or promote cancers and that there are no confirmed 
evidence of other health risks. However, according to the WHO there are still gaps in 
knowledge that have been identified and form the focus of further research (WHO, 
2005). The precautionary principle is echoed in ‘The Stewart Report’, which 
concludes that “ ...it is not possible at present to say that exposure to RF radiation, 
even at levels below national guidelines, is totally without potential adverse health 
effects, and that the gaps in knowledge are sufficient to justify a precautionary 
approach” (Independent Group on Mobile Phones, 2000). For more information 
regarding Nokia and the health effects associated with mobile communications see 
Nokia (2003).
In addition to the potential health effects of EMF on cells and human tissue, WHO 
research is investigating the impact on safety of using a mobile phone whilst driving. 
Research shows an increased risk of traffic accidents when mobile phones are used 
while driving (International Consumer Research and Testing, 2003). To minimise 
these increased risks, many countries (e.g. Germany, UK) have or are in the process 
of developing legislation to ban the use of mobile phones whilst driving without the 
use of hands free car kit (Department for Transport, 2002).
Another impact associated with base stations and mobile phone masts not yet 
mentioned is the visual impact. As the number of subscribers increases together with 
new generation technology, more masts will be required and as a result, mobile 
phone companies are increasingly working with local authorities and communities to 
select sites and to try to minimise the visual impacts by using existing buildings 
instead of building new structures and through clever mast design (see Figure 2.8)
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Figure 2.8. Mobile phone mast and street lamp combined structure.
The following sections examine the wider impacts associated with mobile 
communications and society as a whole. In each case, it is possible to identify both 
positive and negative effects associated with these aspects.
2.2.2.S Increasing access to information
Evaluating the overall impact of the ICT sector on society, possibly the most 
significant influence is the enablement of more widespread access and timely 
delivery of information. This has brought about many social and environmental 
benefits to individuals, communities and organisations throughout the world. For 
example telecommunication applications such as tele-medicine and tele-education 
are reported as having helped improve health and education levels within Europe and 
local communities in Africa, South America and Asia (Mansell & When, 1998; 
Global e-Sustainability Initiative, 2002; Alam 2004), whilst applications for remote 
sensing, telemetry and early warning systems help to avoid and/or reduce human 
suffering and environmental degradation from disasters such as earthquakes and oil 
spills (Emberg, 1999). From a business perspective, increased access to information 
contributes to overall company efficiency, particularly with respect to logistics, 
marketing and internal communications (Barr, 1999; Fichter, 2003).
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From a different perspective, increased access to information actually puts more 
pressure on companies to uphold ethical standards, because their activities are under 
increased scrutiny by their stakeholders (Alakeson et al, 2003). NGOs use the 
internet and mobile phones to help organise and carry out more effective campaigns, 
and the internet itself is often used to present information on particular companies. 
For example, users searching for Shell’s website fwww.shell.com) could easily be 
directed to www.rtmark.com/shell. a website set up to campaign against the 
company and its activities.
Although ICT can deliver many benefits, the potential downsides to increased access 
to information arise when this access is not evenly distributed (equity is a key 
element to the concept of sustainable development, see section 2.1). One of the 
broader concerns associated with the ICT sector is that rapid technological 
development threatens to increase the divide between richer and poorer people, by 
increasing the gap between those who do have access to information (“information 
rich”) and those who don’t (“information poor”). Research highlights that “digital 
exclusion” tends to be highest amongst people who are financially disadvantaged, 
disabled, elderly or poorly educated (Emberg, 1999; CEC, 2005). In response, major 
international development institutions including the UN, the EU, the G- 8  and the 
Worldbank have made a firm commitment to 'Bridging the Digital Divide', the CeC 
has proposed an eEurope action plan, and many companies have set up digital 
inclusion campaigns (e.g. BT’s ‘everybody online’ campaign and Microsoft’s 
‘Digital Divide Taskforce’)
2.2.2.6 Resource use and dematerialisation
Telecommuting, teleconferencing, videoconferencing, e-banking and internet 
shopping all present an opportunity to substitute the need for people to travel, which 
in turn can help prevent pollution, reduce traffic congestion and result in energy and 
material saving (Mokhtarian, 2003; Siikavirta et al. 2003; Fichter 2003). ICT also 
presents the opportunity to reduce material products into “informational core”: email 
has virtually substituted the need for paper based letters; lengthy documents can now 
be transmitted and stored electronically and read off the screen, as can newspapers,
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company reports and educational texts; even music can be stored and downloaded 
electronically.
The opportunities for the ICT sector to decrease resource use are understandable; 
however research indicates that at present “rebound effects” and human behaviour 
can quite easily undermine these environmental gains (GeSi, 2002). For example, 
there are cases where instead of substituting travel, telecommunication can directly 
cause or facilitate the use of transport, for example Mokhtarian (2003) cites the 
example “the first words Alexander Graham Bell spoke over the telephone were “Mr 
Watson, come here; I want you” generating a trip (in this case, only down the 
hallway) for his assistant”. Many people still print out their emails to read them. In 
addition, if  people use the time they have saved from internet-shopping (for 
example), to take other trips, this also negates the initial environmental gains.
222.1  Increasing speed and changing work and life patterns
Mobile phones and email have enabled people to keep in touch and informed on the 
move much more easily, which in turn enables them to complete their tasks faster 
and to be more flexible. One benefit of this is that it provides people with more 
opportunity to work from home (telecommuting), which means they can in principle 
spend more time with their children and families and achieve better work-life 
balance. Many companies have introduced flexible working schemes to enable their 
employees to have more flexibility in the way in which they work in terms of time 
and location. Research suggests, however, that always being contactable can also 
cause stress, particularly as the division between work life and home life become 
blurred and people become overwhelmed with information (Yorke & Dineen, 2002). 
Furthermore, having greater flexibility within one’s working life can lead to 
overwork, undermine team dynamics and isolate employees (Alakeson et al, 2003). 
In response to this, the European commission is currently funding a two year 
research project called ‘SusTeF, set up to investigate the economic, environmental 
and social impacts of teleworking within five different European countries (SusTel, 
2002).
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This section has described the main environmental and social impacts associated 
with the ICT sector. Other aspects to be considered include content security and the 
effect that online communities may have on undermining the value of real space e.g. 
real communities. For further information on any of issues see GeSI (2002), 
Alakeson et al, (2003), Fichter (2003) and Alam (2004).
2.3 Nokia’s approach to Sustainable Development
In response to the environmental and social challenges identified above, many ICT 
companies have achieved significant improvements in their environmental and social 
performance and made a commitment to work towards sustainable development. 
Nokia for example has made a commitment to Sustainable Development in 
accordance with the International Chamber of Commerce (ICC)' Business Charter. 
To implement environmental improvements within its own operations and of its 
products, Nokia has a number of environmental programs9. For example, based on a 
life-cycle thinking approach the concept of Design for Environment (DIE) is used 
systematically to integrate environmental considerations into the development of all 
products, processes and services. Environmental Management Systems (EMS) have 
been implemented to manage (identify, evaluate and minimise) environmental 
impacts associated with the company’s manufacturing facilities, R&D centres and 
office sites. Supplier environmental and ethical requirements together with material 
selections (through DfE) are used to improve environmental and social performance 
throughout the supply chain and Nokia’s End-of-life (EoL) management and 
recycling program addresses those impacts associated with the ‘downstream’ 
processes.
Under these programs Nokia has succeeded in making environmental considerations 
an integral aspect of management rather than an ‘add-on’ feature. The company also 
has a number of programs to address and promote social responsibility within its 
operations and products. Yet despite the improvements that have already been
9 For further information on any Nokia programs including employee, community and Health Issue 
programs see www.nokia.com.
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achieved, there is still much that the company can do in its work towards sustainable 
development. Nokia recognises that stakeholder dialogue is important for long-term 
development and helping to define the company’s contribution to sustainable 
development.
2.3.1 Why are stakeholder opinions important - Project 
Justification
Stakeholder opinions are important because at the end of the day they define under 
what conditions companies can operate and the criteria for business success. 
According to Stirling (2005) there are three distinct motivations for stakeholder 
participation: normative, instrumental and substantive (See Chapter 3, section 3.2.1 
for more detail). From a normative view, participation is regarded as the right thing 
to do. From an instrumental perspective, engagement processes are carried out 
because they serve a particular interest. Participatory processes that are driven from a 
substantive perspective focus on improving the quality, robustness and authenticity 
of the choices that actually result from appraisal.
Many companies, particularly large multinationals (e.g. Shell, BT, and Novartis) 
have publicly acknowledged that they must recognise, and are accountable to, a wide 
range of stakeholders. There are many corporate guidelines, such as the OECD 
Guidelines for Multinational Enterprises (OECD, 2003) and the International 
Chamber of Commerce's (ICC) Business Charter for Sustainable Development (ICC,
2003) that highlight the importance of taking stakeholder needs and expectations into 
account, alongside other issues, in the development of corporate policies and 
programmes. Stakeholder relationships and 'information on the processes and 
methods by which stakeholders - both internal and external to the enterprise -  are 
engaged' is stated as one of the main guidelines in the Global Reporting Initiative 
(GRI) (GRI, 2000).
Although the measure of a company’s success is still defined primarily by 
profitability, companies are now expected explicitly to account for all aspects of
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their performance i.e. not just their financial results, but also their social and 
ecological performance (Cramer, 2003). Large companies, such as Nokia, are 
expected to ensure that their efforts to mitigate the environmental and social impacts 
associated with bringing goods and services to market exceed the requirements set 
by legislation. Stakeholders (e.g. legislators, consumers and local communities) 
define the general conditions under which a company must operate, but used 
proactively their opinions are a useful guide for decision-making processes, 
particularly when related to environmental and social issues. This section explains 
why stakeholder opinions are important in delivering environmental decisions 
aligned with the principle of sustainable development.
When trying to gain a better understanding of environmental and social (e.g. health) 
impacts, companies traditionally turn to science and technology. For example, life 
cycle studies (see section 2 .2 ) use toxicology and impact assessment data to calculate 
the relative environmental impacts associated with a product’s life cycle. Toxicology 
and chemistry are relied upon to drive material restrictions. In addition to providing 
the explanations for environmental and health problems, technology is also seen as 
providing possibly the fastest and easiest means of reducing throughput of 
environmental resources and counteracting the negative effects of increasing 
population and consumption (Caimcross, 1995; Porrit, 2003). For example, the 
development of more efficient solar panels and wind turbines provide the potential to 
alleviate greenhouse gas emissions and climate change, recycling processes are used 
to recover precious metals and energy from waste electronic equipment and 
scrubbers are used to remove pollutants from gaseous emissions before they are 
released to the atmosphere.
It is not disputed that science and technology provides necessary insight into 
understanding situations and providing solutions, but it is important to highlight that 
environmental and social problems are neither exclusively, nor even primarily, 
problems of science and technology. The complexities of environmental and social 
challenges can clearly transcend technical, economic, political and cultural domains 
(Carley & Christie 2000). Environmental issues raise fundamental questions about 
what we as humans value and how we satisfy our needs and wants. Environmental 
problems are both complex and uncertain. Therefore the information provided from
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science and technology, even if  established through a careful, methodological and 
verified procedure cannot give a complete explanation. It is argued that as our 
understanding of the complexity of the natural world increases full scientific 
certainty becomes the exception rather than the norm in environmental matters 
(Functowicz et al. 2000). A technical solution to an environmental challenge is 
dependent on the information and technology that is available, and also the questions 
that scientists’ ask. According to des Jardins (2001) relying on science and 
technology (or economics or the law) without also considering ethical and 
philosophical issues can potentially raise as many problems as it can solve. For 
decisions to be in line with sustainable development, decision-making processes 
must consider economics, technology and environmental and social factors (see 
section 2.2.1). Therefore from a substantive perspective, it is important that the 
views of those people (i.e. stakeholder opinions) impacted by such decisions are also 
considered within the overall process. This does not infer that decision makers 
should gather views on every decision they ever make, just that it is important for 
companies like Nokia not to rely solely on science and technology in making 
environmental and social (i.e. employee and community involvement) decisions. 
Environmental and social challenges are based on all types of problems and therefore 
decisions and decision-making processes, to be in line with sustainable development, 
should reflect this.
Additionally, stakeholder opinions are important as they can help guide decision­
makers towards choices that maximise benefits. Stakeholders expect companies to 
take responsibility for the environmental impacts associated with their products; for 
a mobile phone these include energy consumption, use of raw materials and waste 
generation. A company can take a number of steps to improve their environmental 
performance to an optimised10 level, but achieving improvements to go significantly 
beyond this level can be difficult and resource intensive. For a company to commit 
to the principle of continuous improvement, it becomes paramount to identify and 
concentrate efforts upon those specific areas that promise the highest business 
benefits (e.g. competitive advantage and improved brand image). Prioritising 
between essentially non-comparable issues, however, is not easy: is it better to
10 Optimisation is a relative measure and therefore the actual level of performance seen as being 
optimal will vary from one company to another.
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improve energy efficiency of a product or to minimise the amounts of material used? 
It is proposed that stakeholder opinions and preferences (e.g. consumer preferences 
and forthcoming legislation) can be used instrumentally by companies to clarify the 
potential benefits to be gained by prioritising one issue over another.
Philips provides an example where participation has been used to inform company 
design for environmental policy. Investigating the environmental preferences of 
consumers and sales staff (who have an important influence on buying decisions) 
Stevels et al, (2001) found that people ranked energy consumption as the most 
important issue to be addressed, which had important implications for the design for 
environment group who had previously put strong emphasis on materials application 
and recyclability. Evidence also suggests that the engagement process can help 
remove barriers that are preventing further significant improvements, by providing 
access to new pools of information, networks and helping to change mindsets 
through improved understanding and participation.
While the reasons and benefits for including stakeholder opinions within decision­
making processes makes sense in theory and are applied within the public sector; at 
the time of this research there was very little evidence of companies using 
stakeholder opinions in a proactive and systematic manner. Philips’s provided one of 
the few examples of a company using stakeholder opinions in this way to help 
generate and select green opportunities (Cramer & Stevels, 1997). In Nokia, 
stakeholder views were used to inform environmental decision-making on an ad hoc 
basis with the focus primarily on a few stakeholder groups. To direct future 
environmental activities, it was proposed that this project would focus on a 
stakeholder participation study. The object of the study would be to provide a 
systematic assessment of the views and concerns of Nokia stakeholders, and ensure 
appropriate feedback to the company.
2.3.2 Project aim
This thesis proposes that carrying out stakeholder dialogue is valuable to a company. 
More specifically stakeholder dialogue is important to:
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Enable Nokia to take on the challenge o f sustainable development. Being 
committed to sustainable development means that Nokia is responsible for 
assessing the needs and concerns of stakeholders and incorporating them in 
decision-making processes. Stakeholders’ views can also help companies 
define what sustainable development means in practise.
Provide Nokia with a better understanding o f current stakeholder concerns 
and expectations. This may highlight issues that need addressing and this 
information will be useful for Nokia in environmental training, internal 
communications and for integrating environmental issues into company 
practices.
Help Nokia to identify and keep track o f emerging concerns and challenges. 
Stakeholder perspectives are dynamic; it is therefore important to keep up to 
date with these issues in order to be proactive in environmental activities, 
which will also help to gain competitive advantage and help preserve a good 
reputation.
Elicit which are the environmental priorities fo r  Nokia stakeholder groups. The 
information gathered from stakeholder participation is important for Nokia to 
take an open, ethical and also more informed approach when interpreting and 
prioritising environmental issues. For example, talking to Nokia trade 
customers may highlight that their main priority may be for Nokia to use 
recyclable plastics; this is very useful information for Nokia who has customer 
satisfaction as a core company value.
Help make environmental issues part o f everyone's business. By taking 
stakeholder views into consideration and illustrating how these views have 
been used to develop and influence various activities it is more likely that 
people will share a sense o f ownership in the approaches adopted and as a 
result are more likely to accept and help sustain them. This is important, as 
Nokia's official view on the environment is that it is everyone's business.
Provide an open and documented approach of how Nokia takes the 
environmental concerns and expectations of stakeholders into account within 
company activities. This is important to enable benchmarking and also for 
environmental reporting and auditing. The Global Reporting Initiative (GRI),
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Dow Jones Sustainability Index (2004) and FTSE4Good Index (2004), ail 
require companies to provide evidence on how they engage with their 
stakeholders.
To meet these requirements, this research aims to develop and investigate how to 
implement and carry out a stakeholder participation process in practise. Using Nokia 
as a case study, this process will firstly identify all Nokia stakeholders and will then 
go on to find out more about their views, concerns and attitudes towards Nokia 
environmental issues. Using this information the research will go on to highlight 
those issues which need to be addressed. Where possible, the research will also 
identify the environmental priorities for Nokia stakeholders and this information will 
be used to assess a 'current status'. The information gathered through this process can 
then be used to help Nokia direct environmental activities in the short and long term. 
To realise these developments, the project will investigate ways in which this 
information can be systematically fed back into the company. Tracking how the 
information is further disseminated and gaining further feedback from within the 
company, the research will assess how well the process has met the set objectives 
and what are the benefits and also the disadvantages associated with carrying out 
such a process within a company such as Nokia.
Conclusion
Information and Communication Technologies have a significant impact upon the 
society and the environment. In light of rising awareness and concern towards social 
and ecological problems and the concept of sustainable development, industry, 
governments and individual ICT companies are taking action to minimize the 
negative and promote the positive environmental and social impacts associated with 
these products’ life-cycles. This chapter has provided an overview of the main 
challenges facing the ICT sector and concludes that to address these impacts 
effectively it is important for companies such as Nokia to consider stakeholder 
opinions within their decision-making processes. The chapter has explained why 
stakeholder opinions are important and how stakeholder dialogue can be valuable for 
a company.
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Chapter 3 
Stakeholder Theory & Participation Processes
Introduction
Our society today consists of many people with different interests, needs and 
expectations as to the responsibilities that organisations have towards the societies in 
which they operate. Stakeholder thinking highlights that if businesses want to be 
successful in the long-term, they must address the legitimate needs and expectations 
of their stakeholders. In the past the focus was on enhancing shareholder value, but it 
has shifted towards engaging stakeholders for long-term value creation. This does 
not imply that profitability is not vital for a company’s success, but that it is a long 
term investment for companies to engage with a wider range of stakeholders whose 
views on a business’s success may vary greatly. The benefits to be gained from this 
engagement, however, depend critically on the identification of stakeholders, the 
identification and prioritisation of their needs and expectations and the design and 
implementation of effective engagement strategies (Barney, 2003).
This chapter provides a literature review of stakeholder theory and participation 
processes and is partly based upon a journal paper (as yet unpublished) written in 
cooperation with fellow EngD research engineer Lynsey Clarke. Section 3.1 
describes the basics of stakeholder theory, focusing on what defines a stakeholder 
and methods for categorising and identifying ‘key’ stakeholders. Section 3.2 goes on 
to discuss stakeholder participation processes, outlining how participation processes 
have developed, different levels of involvement, when they should be used and the 
associated potential risks and limitations.
3.1 Stakeholder Theory
The concept of stakeholder thinking for the corporate sector was first popularised by 
Freeman (1984) in his book ‘Strategic Management: A Stakeholder Approach’. The 
original concept built on the theories of Darwin and Smith and the consumer and
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environmental movements of the 1960s, acknowledging that there are people other 
than stockholders who are affected by the activities of a company (Andriof et al, 
2002). Therefore, for managers (or indeed companies) to be effective they should 
take stakeholders, as well as stockholders, into account in decision-making processes 
(Langtry, 1994). But who are stakeholders and what is a stake? How do stakeholders 
react to a firm’s activities and how do their reactions affect the firm? Stakeholder 
theory attempts to address these questions of which groups are stakeholders 
deserving or requiring recognition and which needs and expectations need to or 
should be met (Mitchell et al, 1997).
3.1.1 What is a stakeholder?
Taking a broad view, a stakeholder is defined as an individual or group of 
individuals who can affect or is affected by an organisation’s operation or activities 
(Freeman 1984; Elkington, 1997). There are many definitions of a 'stakeholder' 
available in the literature (see Table 3.1 below and refer to Mitchell et al (1997) for a 
comprehensive list). Literature indicates that there is not much disagreement on what 
kind o f entity can be a stakeholder: individuals, groups, local communities, societies, 
organisations and governments are all generally thought to qualify as actual or 
potential stakeholders. Rather it is the view taken about the existence and nature (i.e. 
legitimacy) o f the ‘stake ’ that presents an area of argument, “ .. .because it is upon the 
basis of ‘stake’ that ‘what counts’ is ultimately decided” (Mitchell et al., 1997:856; 
Donaldson & Preston, 1995).
To clarify the term ‘stake’ it is useful to distinguish between those groups who have 
a legal, moral or presumed claim on an organisation (who can be affected) and those 
that have the ability to influence the firm’s behaviour (who can affect). Carroll & 
Buchholtz (2000) identify three different types of ‘stakes’:
• An interest: when a person or group will be affected by a decision, they have 
an interest in that decision;
• A right: (legal right) when a person or group has a legal claim to be treated in a 
certain way or to have a particular right protected; (moral right) when a person
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or group thinks it has a moral right to be treated in a certain way or have a 
particular right protected;
• Ownership: When a person or group has a legal title to an asset or a property.
Table 3.1 Examples of stakeholder definitions______________________________________
Narrow stakeholder definitions:
• Someone “on which the organisation is dependent for its continued 
survival” (Freeman & Reed, 1983:91)
• “Claimants who have contracts” (Cornell & Shapiro, 1987:5)
Broad stakeholder definitions:
• Someone who “can affect or is affected by the achievement o f the 
organisation’s objectives” (Freeman, 1984:46)
• "Socially organised groups that are or perceive themselves as being 
affected by the decision" (Renn et al, 1998:259)
If a person or group of persons holds one of more of these stakes, they then qualify 
as a stakeholder. But just as a stakeholder can be a person who can be affected by 
the actions or decisions of a company, it is also argued that those persons who have 
the ability to affect the firm’s behaviour should also be considered as stakeholders 
(Freeman, 1984; Elkington, 1997; Renn et al., 1998). In addition, it is important to 
recognise that these two attributes are not mutually exclusive; not all those people 
who can influence a firm’s behaviour have legitimate claims and not all those who 
have legitimate claims have the power to cause any impact. As illustrated in Table 
3.1, narrow stakeholder definitions tend to focus only on those groups who have 
moral, legal or presumed claim on an organisation (uni-directional impact), whereas 
broader stakeholder definitions also include those people who have the ability to 
affect the organisation (bi-directional impact).
A second consideration discussed in the literature is whether a legitimate stake 
depends on the existence of an actual company-stakeholder relationship. The more 
traditional approach to identification suggests that many stakeholders have an actual 
relationship with the firm (e.g. suppliers, employees) which then leads us to the
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question of what type of relationship exists (e.g. what is the power-dependency in 
that relationship?). However there are some stakeholders who have a latent or 
potential relationship with the firm, either with respect to space (i.e. their 
relationship with the firm is not direct but through an intermediary) or time (e.g. 
future generations). Increasingly, literature agrees that even though these groups 
might be difficult to represent, they should still be acknowledged as stakeholders 
(Mitchell et al, 1997; Elkington, 1997), which is in line with the concept of 
sustainable development ‘...meeting the needs of future generations’ and with the 
idea, embodied in Life Cycle Assessment, of considering complete supply chains 
(see Chapter 2, section 2.2.2).
As the research on stakeholder dialogue and corporate responsibility has increasingly 
converged, it is recognised as important for companies to consider stakeholders and 
their needs both holistically and honestly; this means acknowledging both traditional 
and emerging stakeholders (Elkington, 1997). Current thinking within the corporate 
responsibility arena therefore supports a broader (or according to Langtry (1994) 
“morally neutral”) definition for a stakeholder. Taking stakeholders and their needs 
into “...consideration [however], does not necessarily mean that they are always 
accommodated, rather that they are fully understood and that mutual accommodation 
can be achieved, with multiple sets of needs and interests understood and 
considered” (Waddock, 2001:35). The idea then, of comprehensively identifying 
stakeholder groups (i.e. using a broad definition) is to equip managers with the 
ability to recognise, and respond to a disparate (yet comprehensible) set of 
stakeholder groups, who may or may not have legitimate claims, and/or who may 
have the ability to affect or can be affected by the company activities (Mitchell et al., 
1997).
So as not to exclude any individuals or group of individuals or set any boundaries, it 
is proposed in this research that stakeholders are defined simply as:
"... those who are affected by or can affect an organisation's operation".
In this definition the basis of the stake is bi-directional, as implied by “affect and can 
be affected by”. The 'effect' can be good or bad and it may not always be tangible or
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easily measurable. For example, the 'effect' may occur on an emotional level, may 
occur via an intermediate (indirect), or may remain dormant for a period of time 
before becoming apparent, thus including individuals with actual and/or potential 
relationships. Although essentially this definition may have included every single 
being in the world, where we draw the line should be an issue of practicality and not 
bounded by a definition (Oxley Green, 2005c).
3.1.2 Who are stakeholders?
Having investigated what is the definition of a ‘stakeholder’ and a ‘stake’, the next 
step is to use this definition to identify all those groups of people who are 
stakeholders. One way to do this is to assess where and how the organisation is 
involved within society and the different interactions that take place (see figure 3 .1 ). 
The immediate or traditional’ stakeholders are often easy to identify, as they are 
groups or individuals that are directly affected by the organisation’s activities or 
have instantly identifiable interactions. Perhaps the most obvious of these groups are 
shareholders, employees and customers. Other ‘emerging’ stakeholders are 
sometimes more difficult to identify as their interactions with the organisation are 
less obvious or indirect. Emerging stakeholders include local communities, trade and 
industry associations, environmental and human right activist groups, through to 
biosphere and future generations.
One of the most typical methods to depict corporate stakeholders is to use the 
traditional spoke and wheel” or “spider” diagram, where the company is located at 
the wheel’s hub, and stakeholders at the end of wheel spokes. An example of those 
individuals or groups who qualify as corporate stakeholders is illustrated in figure
3.2 below:
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Figure 3.1. No firm exists in a vacuum11. Diagram adapted from Cowell (2000)
Manufacture 
/RD centre
Company
Sector
Country/
World
Figure 3.2. Corporate Stakeholders (adapted from Oxlev-Green. 2005c: Carroll. & Buchholtz. 2000)
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3.1.3 Methods for categorising and identifying 'key1 stakeholders
Having identified the various stakeholder groups, most of the literature then goes on to 
organise the groups under different categories while some prioritise them to identify ‘key6 or 
‘salient’ stakeholders. These categorisations and prioritisations of stakeholders are largely
U Title adapted from 'No firm exists in a vacuum [and] every industrial activity is linked to thousands 
o f other transactions and activities and to their environmental impacts' (GvaQdeX & Allenby, 1995:8)
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dependent on assessments of the nature of the relationship between the business and 
stakeholder.
3.1.3.1 Primary and Secondary Stakeholders
Wheeler and Sillanpââ (1997) present a useful way to categorise stakeholders 
according to their role within the industry as a whole. They arrange stakeholders into 
four different categories, namely: primary, secondary, social and non-social. Primary 
social stakeholders are those that have a direct stake in the organisation and its 
success and are therefore influential. Secondary social stakeholders may also be 
influential but their stake is more representational than direct, and therefore 
accountability toward these stakeholder groups tends to be lower. Wheeler and 
Sillanpàà define stakeholders within these four groups as follows:
Primary Social Stakeholders:
• Shareholders and Investors
• Employees and managers
• Customers
• Local Communities
• Supplier and business partners
Primary Non-Social Stakeholders:
• The natural environment
• Future Generations
• Nonhuman species
Secondary Social Stakeholders:
• Government and regulators
• Civic institutions
• Social Pressure Groups
• Media and Academic commentators
• Trade bodies
• Competitors
Secondary Non-Social Stakeholders:
• Environmental pressure groups
• Animal welfare organisations
Although it is useful to think of stakeholders in different classes, it is important to 
acknowledge that these categories can shift. For example during a product boycott or 
campaign, the Media or Environmental pressure groups can easily move from 
secondary to primary stakeholders, where the urgency of their claim becomes the 
dominating consideration and their ability to influence the business is just as 
effective as any of the other primary stakeholders.
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3.1.3.2 A typology of Stakeholders
Mitchell, et al (1997) propose a typology of stakeholders that enables stakeholder 
identification and salience, based on one or more of three relationship attributes 
(power, legitimacy, and urgency). These attributes are defined as follows:
• Power: A relationship among social actors in which one social actor
A, can get another social actor B, to do something that B 
would not have otherwise done.
• Legitimacy: A generalised perception or assumption that the actions of an
entity are desirable, proper, or appropriate within some 
socially constructed system of norms, values, beliefs or 
definitions.
• Urgency: The degree to which a stakeholder’s claims call for
immediate attention.
Stakeholders are assessed against each of these attributes (see figure 3 .3 ) and 
salience is related to the cumulative number of attributes perceived to be present; i.e. 
individuals possessing none of the three attributes are classified as non-stakeholders 
and therefore not considered (8 ); groups falling into 1, 2 or 3 are considered those of 
lowest salience of the stakeholder groups; whilst those falling into 7  are of highest 
salience and therefore their claims should be given highest priority.
Other categorisations and methods for prioritisation listed within the literature 
include distinctions between key, active, passive, core, strategic, and environmental 
stakeholders (see MacArthur, 1997; Carroll & Buchholtz, 2000). As well as 
classifying stakeholders according to the type of relationship that exists, 
categorisations may also be made as to which aspect the stakeholder group may 
participate or be interested in; for example shareholders, investors and insurers can 
be categorised as 'financial stakeholders' (Camarota, 1999).
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Figure 3.3 Stakeholder Typology: One, Two or Three Attributes present (Mitchell et al. 1997)
1. Dormant 
Stakeholder
5. Dangerous 
Stakeholder, 4. Dominant Stakeholder
7. Definitive 
Stakeholder
2. Discretionary 
Stakeholder
3. Demanding 
Stakeholder 6. Dependent 
Stakeholder
8. Non-Stakeholder
3.1.3.3 Benefits and limitations of identifying and categorising key
stakeholder
Although in an ideal world companies may want to take a holistic approach and 
consider all stakeholders’ needs and expectations, in reality they have limited 
resources (time, human and financial) so that this may not be possible. A method to 
categorise or prioritise stakeholders to help decide whom to involve, which needs to 
prioritise and how to allocate resources, is therefore useful. But there is also a need 
for caution when using any of these techniques.
It is important to remember that in different situations stakeholders can shift from 
one category to another, thus being elevated or demoted in terms of salience. 
Secondly, categorising, prioritising and defining stakeholder legitimacy by factors 
such as power, common interests or dependency is ultimately based on people’s 
perspectives and is therefore subjective and may vary from person to person, 
depending upon their own interests, experiences and values (Oxley-Green, 2005c).
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Baneijee (2001) argues that when the basis of stakeholder legitimacy is framed from 
the perspective of the business, this inherently limits understanding of the more 
complex dynamics of organisation-stakeholder relationships, especially if the 
stakeholder groups have very different social, cultural, political and economical 
agendas from those of industry. Rowley (1997) warns that stakeholders should not 
be treated in isolation from the rest of the network. It is also important to remember 
when using particular attributes to categorise stakeholders, that not all entities may 
be conscious of possessing such attributes and therefore capable of enacting them; 
furthermore some stakeholder groups might consciously choose not to enact them. 
Therefore methodologies that rely on stakeholders to ‘declare their status’ might 
miss out some groups.
Another point to consider is that many of the stakeholder identification processes 
described in the literature have been developed from a management perspective; an 
example is the proposal by Mitchell et al (1997) that stakeholder salience be defined 
according to power, legitimacy and urgency. While power and legitimacy are useful 
factors to be considered, it is suggested that urgency (related to time and impact) is 
not as significant for sustainable development work. From the management 
perspective it is perhaps understandable why ‘urgency’ is interpreted as an important 
factor, as this relates to the historical use of stakeholder involvement as solely a risk- 
minimisation process. However if time to impact is considered as a factor, 
companies will surely be encouraged to favour short term decisions and this 
contradicts with the futurity elements of sustainable development and could result in 
the concerns of future generations being discounted.
An alternative method for defining stakeholder legitimacy could be through the 
process of participation itself; that is, legitimate stakeholders could be identified 
reflexively (i.e. the stakeholders themselves would decide). This is supported by the 
views of Habermass on ‘discourse ethics’ (Habermass et al., 1992). Such an 
approach would overcome the limitations imposed through the basis of legitimacy 
being defined through the eyes of the firm. A reflexive process would be more 
democratic and ensure other objectives do not override the decision-making process. 
However, it is still possible that some groups (i.e. those who do not express their 
view or who are powerless to express their view) might be excluded from the
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process. From a practical perspective, defining relevant needs and reaching 
consensus reflexively might be difficult to implement and for a company to commit 
to. If a reflexive approach to stakeholder identification is not possible, then the 
responsibility rests with the proponent body to identify the substantive stakeholders 
according to practical factors such as resources. Defining the basis of stakeholder 
legitimacy is problematic; it is therefore important to be aware of the limitations of 
the existing techniques so that they can be minimised. It is important that the 
process, the decisions made, and the reasons why must be made transparent from the 
outset.
3.1.3.4 ‘Substantive’ Stakeholders
In this research it is proposed that ‘substantive’ stakeholders be defined according to 
factors of ‘legitimacy’ and ‘power’. Substantive stakeholders would be those having 
'significant importance, value, validity...relating to the essential nature o f  [the issue 
or initiative]’ (Chambers, 1999). Legitimacy is defined in a similar way to Mitchell 
et al, as a normative definition with legal and moral elements (according to what is 
socially and ethically accepted by society (Suchman, 1995)). Power would also be 
similar but would be defined as the ability to have an actual or potential significant 
effect. In summary, legitimacy identifies 'what should be substantive ’ according to 
accepted ethical principles (i.e. normative) and potential power identifies 'what is 
substantive’ according to potential risk (i.e functional). Acknowledging that 
stakeholders form ‘those that can affect’ and ‘those that can be affected by’ an 
organisation’s activities, the contributing factors of legitimacy and potential power 
should be interpreted according to each (Figure 3.4).
Figure 3.4 Identifying ‘substantive’ stakeholders (Clarke et al. 20031
Those affected by Those who can affect
Power = ability to be affected
Legitimacy = right to speak - 
recognised as directly affected/ 
impacted (socially accepted)
Power = ability to affect
Legitimacy = authority to speak 
(socially accepted)
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3.2 Stakeholder Participation
Stakeholder dialogue, stakeholder consultation, stakeholder participation and 
stakeholder engagement are all terms used to describe the processes which involve 
some form of 'contact' being made between the organisation and the people within 
the stakeholders groups (as identified and categorised in Section 3.1) with the 
objective being to get a better understanding of the issues and measures relevant to 
them. No clear distinction has been made between the terms within the literature and 
they are often used interchangeably. However for this research, the term stakeholder 
participation will be employed as this is felt to encompass all the component 
activities involved in considering stakeholders and their opinions in decision-making 
processes.
Many of the cases where stakeholder participation processes have been used in 
relation to environmental issues indicate that initially these processes were much 
more popular in the public sector. For instance, Article 10 of the 1992 Rio 
Declaration on Environment and Development states ‘environmental issues are best 
handled with the participation o f  all concerned citizens, at the relevant level’. In 
fact, Chapter 10 on The Integrated approach to the planning and management o f 
land resources of Agenda 21 (UNEP, 2005) specifically promotes stakeholder 
participation in land use decisions. Earlier than that, the EC Directive 85/337/EEC 
on Environmental Assessment established the right of the public to comment on 
planning applications, a principle which covers all planning applications in the UK. 
More recently, the use of participation has moved towards the arena of the 
governance of ‘technological risk’ (Wilsdon & Willis 2004). For further examples, 
see Renn et al, 1998; Petts, 1995; Jackson, 2001; Amstein, 1969.
In the private sector, the Body Shop was one of the first companies to make a strong 
commitment to stakeholder engagement, when in 1995 the company published its 
first social audit, the culmination of consultation with approximately 5 , 0 0 0  
stakeholders (BodyShop, 2005). These results were published alongside statements 
on The Body Shop International’s environmental and animal protection performance 
that was entitled The Values Report. For many, this set a baseline for and spurred 
interest in corporate responsibility by large companies (Ethical Corporation, 2005).
57
Engineering Doctorate Abi Oxley Green
Towards the late 1990’s and early 2000’s stakeholder participation processes in 
relation to environmental and social responsibility received even greater interest 
from the private sector. In 1999, the non-profit institute AccountAbility launched the 
AA1000 framework to help organizations improve their accountability and 
performance by learning through stakeholder engagement (AccountAbility, 2005a). 
The third principle of the International Chamber of Commerce's (ICC) Business 
Charter for Sustainable Development (ICC, 2003) recognises the importance of 
taking consumer and community needs and expectations into account, alongside 
other issues, in the development of corporate policies and programmes. Stakeholder 
relationships and 'information on the processes and methods by which stakeholders - 
both internal and external to the enterprise -  are engaged' are stated as one of the 
main guidelines in the Global Reporting Initiative (GRI) (GRI, 2000). The ability of 
organizations to effectively respond to their stakeholders’ concerns and interests in 
their reporting, is also one of the three assurance principles of the AA1000 
Assurance Standard (AccountAbility, 2003).
The methodologies employed by business firms and potential benefits from either 
the information gained from participation and/or through the process of participation 
itself are wide ranging (Levitt, 2000; Wolters et al, 1995; Klinkers & Nelissen, 
1995). For example, the term ‘participation’ has been used to justify the 
reconciliation of potential conflicts, to justify external decisions and, simply to 
collect data (Pretty & Shah, 1994). There has also been growing emphasis on 
participation as a tool for empowering people, or as a way for releasing human 
energies and enlarging talent (Oakley & Marsden, 1984). It has also been linked to 
démocratisation, good governance and human rights (FOA, 1990; Tuxworth, 2002). 
More recently, stakeholder participation has been regarded as a tool for enabling 
organisations to translate their commitment to sustainable development into practical 
action (Acland, 2000; Pretty & Shah, 1994). At the time of this study, 
AccountAbility were developing a Stakeholder Engagement Standard (AA1000SES) 
for designing, implementing, assessing, communicating and assuring the quality of 
stakeholder engagement (AccountAbility, 2005b)
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3.2.1 Understanding stakeholder participation processes
Stirling (2005) proposes three different rationales for stakeholder participation: 
normative, instrumental and substantive.
a) From a normative view, participation is just the right thing to do: dialogue is 
important for democratic emancipation, equity and equality. This perspective 
hinges on the commitment to the empowerment of citizens, rather than elite 
social groups.
b) From an instrumental perspective, engagement processes are carried out 
because they serve a particular interest. For example, participation conducted 
to mitigate certain negative reactions to a proposal, to enhance credibility of 
particular choices or generate trust in the institutions responsible for these 
choices, is motivated from an instrumental perspective.
c) Participatory processes that are driven from a substantive perspective focus on 
improving the quality, robustness and authenticity of the choices that actually 
result from appraisal. The aim is to improve social outcomes in a deeper sense 
than just improving the reputation of the technology or organisation involved.
These different distinct motivations provide a useful basis for analysing participatory 
processes. According to Stirling (2005: 223), the most salient distinction between the 
different rationales lies in their different relationships with political, economics and 
institutional power. Normative perspectives "... tend to hold in common the aim of 
countering... undue exercise of power in social choice. Instrumental perspectives are 
aimed uncritically at achieving ends that are conditioned by existing power 
structures and so -  intentionally or not -  will tend to support these”. Substantive 
perspectives on the other hand”... is ostensibly blind to considerations of power, 
focusing instead on apparently transcendent qualities in the resulting social choices”. 
As a result of these different power relationships, different motivations can 
potentially result in different outcomes and varying stakeholder critiques.
3.2.1.1 Typologies of Participation
Having looked at the various motivations for engagement, it is now useful to review 
the 'typologies of participation'. Amstein (1969) was perhaps the first to identify a
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model of different levels or types of public participation and proposed a 'ladder of 
citizen participation' with eight 'rungs' to describe the different involvement 
processes (see figure 3.5).
Figure 3.5. Amstein's (1969) 'Ladder of citizen participation1
'Citizen power'
'Tokenism'
'Nonparticipation'
The bottom rungs of 'manipulation' and 'therapy' she refers to as 'non-participation'. 
The 3rd 'informing', 4th 'consultation' and 5th 'placation' are assigned as varying 
'degrees of tokenism' and only the 6 th 'partnership', 7th 'delegated power' and 8 th 
'citizen control', attain what Amstein calls 'citizen power'. This ladder has since 
provided the template for many typologies of public involvement and public 
participation research, as illustrated in Figure 3.6. For example, Dorcey et al, (1994) 
propose a spectrum of involvement where again, eight different levels are defined 
ranging from 'inform' and 'educate' through to 'ongoing involvement'. In the 
comprehensive Guide to Effective Participation, Wilcox (1994) takes Amstein's 
eight-step ladder of participation and proposes five separate stances: information, 
consultation, deciding together, acting together and supporting independent 
community interests. The UNDP (1997) provide a similar outlook on the levels of 
participation, proposing eight different levels again ranging from 'manipulation' to 
'self-management'. Another model, which again has parallels with the Amstein 
ladder, is the 'typology of participation' as proposed by Pretty & Shah (1994). All 
these typologies recognise different types or levels of participation, each referring to 
a different degree of stakeholder involvement (see figure 3 .6 ).
Citizen control 
Delegated
power_______
6  Partnership
5 Placation_____
4 Consultation 
3 Informing
2 Therapy______
1 Manipulation
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3.2.2 Participation from a company perspective
Although the typologies mentioned above and illustrated in the first five columns of 
Figure 3.6 focus upon a ‘community’ perspective, it is possible to identify several 
key elements, which are relevant and can be applied to processes within a company. 
From a company perspective it is proposed in this research that there are three key 
levels of participation for companies: informative, consultative and decisional 
(Oxley-Green, 2005b). See figure 3.6.
a) Informative participation is used to describe processes that involve 
information being passed from one body to another. Informative participation 
underpins all other levels of participations and in some cases is appropriate 
on its own. At this level, the role of the stakeholder is only to receive the 
communication and the participation is passive; the organisation has 
complete control over how stakeholders are informed and what they are told. 
People may be content with this level of communication and may feel happy 
to have been informed; however research indicates that such a unilateral 
announcement can cause resentment and protests if  participants were 
expecting more involvement (The Environment Council 2000; Wilcox, 
1994). An example of informative participation would be a company 
informing the local community in which its operations are based, of future 
plans for site expansion, or changes in the work force.
b) Consultative participation refers to a higher level of involvement between 
the organisation and the stakeholder(s). At this level, stakeholders are asked 
for their views and perspectives on an issue or an organisation's plans and/or 
proposals. The material generated from this process will be fed back to the 
decision-makers and may then be used to influence the organisations' plans. 
Whilst discussing viewpoints and perspectives on issues can raise the 
expectations of participants regarding what will happen as a result of their 
input, involving stakeholders and their perspectives within company projects 
can result in solutions that are more accepted. This information may also 
highlight potential problem areas but the extent to which stakeholders can 
influence the project or plans is limited, as the key decisions may have 
already been made.
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c) Decisional participation refers to the level at which stakeholders actually 
participate in the decision making process. This presents a more challenging 
mode of operation because not only do stakeholders have the possibility to 
influence plans, they might also share the responsibility of carrying the decisions 
through. Involving and interacting with stakeholders early on in the decision­
making process means that more views and knowledge can be shared and 
considered at an earlier stage and any disparate objectives reconciled. Involving 
stakeholder groups from the outset of the decision making process and accepting 
their decisions requires significant commitment from the company. However, 
there is some evidence that the decisions resulting from such a process are likely 
to be more sociably acceptable as the stakeholder groups will have been involved 
in arriving at the decision (see Wilcox, 1994).
3.2.3 When is participation appropriate and at what level?
Having identified that there are different motivations for and levels of participation (or 
involvement), the key question becomes: when is participation appropriate and at what 
level. At the most basic level, if the aim is simply to provide information on a particular 
issue, project or proposal to a stakeholder group, an informative level of participation 
can be employed. However, it is when considering a consultative or decisional form of 
participation that the question becomes more pertinent, as these modes require 
increasingly higher levels of resources and also entail associated levels of risk (as 
discussed in section 3.2.4).
Consultative and decisional forms of participation are appropriate when a decision, 
project, or proposal could benefit (be more accepted, fairer) from including the views 
and perspectives of various stakeholder groups. For example, consultative participation 
is recommended if a company is genuinely looking for stakeholders’ views or 
preferences to help improve an existing service or project, or to input into a new 
proposal (for example, choosing preferable locations for siting an incinerator). If,
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however, it is important for other stakeholders to have some ownership of the solution, 
then it is necessary for them to be involved in the decision making process and therefore 
a decisional form of participation is recommended. It is also proposed that if 
participation is to be used to translate sustainable development into practical actions, or 
to make decisions that are in line with sustainable development, then stakeholder views 
need to be considered within decision-making processes (Pretty & Shah, 1994; Acland, 
2000; Gumming, 2002) this also means working towards a more decisional model of 
participation, see figure 3.7 below.
Figure 3.7 Stakeholder participation and Sustainable Development fOxlev Green 2005b)
Informative Consultative Decisional
o(D<
‘Guidelines for Stakeholder Dialogue -  a joint venture’ (The Environment Council 
1999), also highlight that stakeholder participation processes can be used by companies 
to avoid potential problems and should be considered for projects when:
• There is an existing campaign and/or very active stakeholder groups working in 
the general area of the project;
• The project involves working in an area, or with materials, or using a method 
which could be regarded as controversial;
• There are different values and attitudes to be considered;
• The project is potentially vulnerable because of what the business has done 
elsewhere at other times;
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• The project could be portrayed as an example of “big business flexing its muscles 
at the expense, for example, of smaller interests”.
Because of the resources required to implement participation processes, the need for and 
appropriate level of involvement should perhaps be considered on a case-by-case basis. 
The motivations (e.g. normative, instrumental, substantive) for participation should be 
made explicit. Furthermore, a proactive approach is arguably better that a reactive one. 
Table 3.2 has been collated as a useful summary of the different levels of participation, 
when they are / are not appropriate and recommended methods. It is noted that although 
there is an increasing amount of literature focusing on stakeholder participation (both 
consultative and decisional) it is acknowledged that most of this literature focuses on 
how to gather and sort stakeholders’ views. Questions concerning how to weigh and 
integrate this information in order to make a choice remain to be answered (Goodpaster 
et al, 2 0 0 2 ) and must be addressed to ensure benefits are realised.
3.2.3.1 Case: Brent Spar
One of the most frequently used examples that illustrates the need for stakeholder 
dialogue is the case of Brent Spar. Before its decommissioning in 1991, Brent Spar had 
been used as a loading buoy and storage tank for crude oil for 15 years. However, when 
the UK Government approved a plan for Shell Expro to sink the structure in the Atlantic 
Ocean, the case of Brent Spar rose to international fame. As well as the Greenpeace 
occupation of the rig off the Scottish coast, many people boycotted Shell products, a 
campaign the company said lost it millions of dollars, while one Shell station in 
Germany was firebombed (BBC, 1998).
The decision to sink the structure might have been the least environmentally damaging 
option and cheapest solution (Tuxworth, 2002); however there were others who thought 
differently from an environmental perspective, and also those who believed that the 
decision was not just to decide the fate of the Brent Spar storage buoy, but of all storage 
buoys and oil rigs. The following quote by the Managing Director of Shell UK
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exploration (Heinz Rothermund), cited in The Environment Council (1997) summarizes 
the case of Brent Spar quite aptly as:
“Spar is not, as too many believe, an environmental problem; rather it will go 
down in history as a symbol o f industry’s ability to engage with the outside world”
The [bad] publicity led the oil company to drop the plan and revisit the options for 
disposal, where it was evident that Shell had to initiate a stakeholder dialogue process to 
ensure that a much broader base of opinion was engaged and considered in the decision­
making process. Together with the Environment Council, a dialogue process was set up 
in parallel and to interact with the technical development process. The process involved 
both informative and consultative forms of participation: a series of dialogue sessions 
carried out in UK, Denmark, Netherlands and Germany, with a balanced group of 
stakeholders in attendance, and a wider communications plan was implemented 
involving regular media briefings, an internet site and information circulars to interested 
parties (The Environment Council, 1997).
Whilst the dialogue in itself was not the decision making process, the output was used to 
inform the judgments made in balancing the impacts of the various technical, safety, 
environmental and economic selection criteria for each of the options under 
consideration. The new solution to emerge from the decision-making process was to re­
use the Spar as a ferry quay in Norway (a solution that was estimated to cost Shell £43m 
in total, compared to the £4.5m cost of sinking the structure) (BBC, 1998).
3.2.4 When stakeholder participation goes wrong -  risks and 
limitations
As is true of many concepts, stakeholder participation has its fair share of cynics. Knight 
(2 0 0 2 ) for example, calls stakeholder dialogue the ‘new millennium mantra’ and states 
that formalised stakeholder dialogue is not the answer, believing that successful
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businesses have been seeking the views of their significant critics and gauging 
stakeholder expectations for centuries, and “...those who failed to keep in touch simply 
faded away”.
On closer examination however, many of these critics are not against engagement per 
se, but are against it when it goes wrong, that is, it is either used in the wrong way or 
carried out for the wrong reasons. The phenomenon of ‘consultation fatigue’ is a 
common complaint, occurring when particular stakeholder groups (usually local 
community or NGOs) are repeatedly asked to express their views yet rarely see any 
action (Tuxworth, 2002). Stakeholder participation processes receive criticism if  they 
are carried out at a superficial level for public relations purposes, to appease certain 
stakeholder groups (e.g. media and NGOs), or to simply to satisfy reporting 
requirements, for example under GRI. Company participation processes can also cause 
frustration amongst stakeholders and even damage company-stakeholder relationships if  
at first the company communicates a commitment to a high level of participation and 
then later on finds that they are then unable to keep that commitment or were never able 
to do so in the first place.
Although for many there are still confusions about the role and potential for the many 
methods of involving stakeholders in decision-making, bad processes should not blind 
people to the advantages of participation when it is carried out correctly and for the right 
reasons. To help avoid potential problems associated with participation the Environment 
Council recommend that decisional participation should not be undertaken when there is 
no internal commitment, when all the key decisions have already been made, or when 
there is not enough time (or money) (The Environment Council 1999). Decisional 
participation is difficult because it is not just a case of adding new views but of changing 
the way in which decisions are made. Many companies may be apprehensive about 
including stakeholders within decision-making processes, as they fear they may be 
relinquishing some of their control (Wilcox, 1994).
67
« I
11
A
111 a  ^ ^
<u Oti
P 00 « M
0-0
§
•sS E
i
I
S
1
I
Pk
•s
!
s
i
i
<§ Se
1 1o <D
(H O
O c3ti <U
.5 od
o .2
1 g
1 oo
•s B
gc
îx>
<û . 2>
r d î 1M y o
e E <u.2 E.23 .ti oo E h<D
Q E H
• e
I
i
t .
i
l
î
00
1
I
I
!
1
bû
1
*
|
H
oA . 1
O o
P h
bû
<D o
B ti ti
4 -h o .52
Osi y
es r t i £
s IEiH s ? H• 1 e
I
1
I
(U
1
1
T&
O
d>
Q
f
!
U  (U
bû o
>. P
> O 
1.1
î gg 1
i l l
£
.s
IJ
ê
<L> •a
i f ? î
Oh
Î
îO
I
g
i
I
1%
00
oo
CD
Engineering Doctorate Abi Oxley Green
Companies have the responsibility not to abuse stakeholder participation but to focus 
on the real value that can be added through such processes in the attempt to make 
more widely accepted decisions. Stakeholder groups have the responsibility to 
question the value of participating in such processes and also to ensure that the 
demands they do place on firms do not have significant unintended negative 
consequences towards the firm itself or other stakeholder groups (Andriof et al, 
2002). Some are sceptical as to whether the full potential of company participation 
processes can ever be reached. For example Baneq'ee (2000) writes that the 
“fairness/ equality/ opportunity” of company participation processes is limited as 
identifying appropriate stakeholders and prioritising their needs tends to be driven by 
corporate needs and, as noted by some critics, may limit the scope of reformist 
change. Even in the public arena there are signs that participation processes (or 
people) have their limitations; an example is the planning system, where much of the 
experimentation of public participation began, is changing course to actually limit 
(speed up) the participative process, partly as a result of the six year debate about 
Heathrow Terminal 5 (Tuxworth, 2002).
Conclusion
The evolution of stakeholder thinking supports the view that ' . . .No firm exists in a 
vacuum [and] every industrial activity is linked to thousands of other transactions 
and activities and to their environmental [and social] impacts' (Graedel & Allenby, 
1995:8). As a result companies need to be aware of and acknowledge those people 
who are affected by or who can affect their activities, in a financial, environmental or 
social sense. Managing these stakeholder relationships becomes complicated 
however as these stakeholder groups have their own objectives and purposes and 
even the relationships themselves vary between and within different stakeholder 
groups.
This chapter has highlighted some of the different methods used to identify and 
categorise stakeholders and their interests, and outlined the different participation 
processes that enable these views to be considered within company decision-making 
processes. It is concluded that there are different levels of participation, which are
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required for different purposes, suited to different situations and for delivering 
different results. Research suggests that decisional participation can offer the 
potential for delivering company decisions, which are more widely accepted in 
society and in line with sustainable development. Yet not everybody is ready for 
decisional participation and they must learn to avoid the pitfalls associated with 
informative and consultative processes that might discourage further progression 
towards decisional participation. Ultimately the success to be gained from 
participation processes depends on the identification and prioritisation of 
stakeholders and their interests, the design and implementation of the ‘right’ 
engagement strategies and the genuine commitment from all parties involved to 
define and realise the value to be added.
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Chapter 4 
A Stakeholder Consultation Process 
Introduction
To test the hypothesis that stakeholder dialogue is valuable to the company, this research 
aims to assess the environmental concerns of Nokia stakeholders using a consultative 
form of participation. This chapter provides a methodology for stakeholder consultation 
developed specifically for this research to enable companies to integrate stakeholder 
views and perspectives into decision-making processes. Section 4.1 introduces the four- 
stage stakeholder consultation process. Section 4.2 explains how a company can identify 
their stakeholders (Stage 1), Section 4.3 outlines the different qualitative and 
quantitative methods and describes how qualitative studies can used to gauge 
stakeholder views and perspectives (Stage 2), and Sections 4.4 and 4.5 then describe 
how these views can be analysed and evaluated and finally fed back into the company 
accordingly (Stage 3 and 4).
4.1 A ‘consultative’ stakeholder participation process
The research proposes that a consultative (rather than informative or decisional) form of 
participation should be carried out within Nokia. The reason why consultative 
participation is proposed is twofold. Firstly at the time of this research, stakeholder 
views were assessed on an ad hoc basis within Nokia and typically not integrated 
systematically into decision-making processes. Therefore, as an exercise of this nature 
(in terms of both scale and depth) has not been conducted before within the company, it 
was considered unwise to carry out a form of decisional participation due to the 
considerable amount of commitment and resources that would be required. Secondly, 
the project aimed to do more than simply identify stakeholder concerns, the intention
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was also to feed this information back into the company to inform environmental 
activities, which indicated a need for a higher level of involvement than informative 
participation.
Chapter 3 highlights the increasing amount of literature on stakeholder participation and 
different levels of involvement. However the literature does not provide a standard 
model for stakeholder participation that companies can apply. Most focuses upon how to 
gather and sort stakeholder views but not on how to weigh and integrate the information 
to make a choice. Having identified the need for a consultative form of participation to 
be carried out, this chapter proposes a ‘Stakeholder Consultation’ process. It is 
proposed that this process can help inform decision-making for new initiatives, strategic 
planning and also for gathering feedback on existing processes and products to identify 
areas of potential risk and opportunities.
4.1.1 Stakeholder Consultation: 4-stage process
The ‘Stakeholder Consultation’ process, developed for this research is illustrated 
schematically in Figure 4.1 below.
Within the overall process, four key stages have been identified:
• The first stage is the process of identifying the stakeholders,
• The second stage of the process is to ascertain the concerns and priorities of the 
stakeholders,
• The third stage involves the analysis and evaluation of the stakeholder concerns 
i.e. the data,
• The fourth stage of the process is where the stakeholder concerns are addressed 
and fed back into the company and decision-making process.
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Figure 4.1. The four stages o f Stakeholder Consultation (Oxlev-Green et al 2000)
1. IDENTIFICATION OF 
STAKEHOLDERS
2. ASCERTAIN INT& EXT 
STAKEHOLDER CONCERNS
3. ANALYSIS AND EVALUATION
4. ADDRESS & FEEDBACK ISSUES 
INTO COMPANY
These stages are each discussed in further detail in the following sections. It is a 
prerequisite that prior to implementing this process, the aims and objectives for 
engaging in stakeholder participation are clearly defined and that the company is 
committed to addressing the outcomes. In addition, it is also important that the company 
has considered which level of participation is most apposite for their needs (see Chapter 
3, section 3.2.3). Although this process is represented linearly, in practise there will be 
feedback and sometime overlap between the different stages, as indicated by the broken 
lines in Figure 4.1.
4.2 Stage 1: Identification of Stakeholders
The first stage of the process (as illustrated in Figure 4.2) is identification of 
stakeholders. This step involves:
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i) The identification of all relevant stakeholder groups of the project or issue 
under examination, and;
ii) The identification of those stakeholders who will be involved (and to what 
extent) within the process, according to limitations on time, funding and 
manpower.
Figure 4.2. Stage 1 of stakeholder consultation: Identification of Stakeholders
1. IDENTIFICATION OF 
STAKEHOLDERS
2. ASCERTAIN INT& EXT 
STAKEHOLDER CONCERNS
3. ANALYSIS AND EVALUATION
4. ADDRESS & FEEDBACK ISSUES 
INTO COMPANY
Stakeholders are defined as " ... those who are affected by or can affect an 
organisation's operation" (see Chapter 3, section 3.1.1). This broad definition of a 
stakeholder implies that a holistic approach be taken in this first step of stakeholder 
identification. This means acknowledging those more traditional stakeholders who have 
a direct interaction with the company and also those whose interaction is not so obvious. 
One way to identify these stakeholders is through considering how the organisation sits 
in society, how business is conducted and brainstorming which groups will be affected 
or can affect the project/decision in focus. According to Rawlinson (1983), 
“brainstorming” by definition is conducted with a group of people. This task in itself 
should highlight numerous different groups within society and according to the scope of 
the research these groups will be either generic (e.g. Environmental NGOs) or specific 
(e.g. local Friend’s of the Earth group). It is important in this initial stage to remain
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totally inclusive and open minded, even if this means including groups or individuals 
that for some reason the company may not want to acknowledge.
To get the widest and most comprehensive set of opinions, a stakeholder participation 
process would preferably involve representatives from all stakeholder groups. 
According to Renn at al (1996) a selection procedure that guarantees the participation of 
the most interests and values is important from the standpoint of procedural equity. It 
this were the case step (ii) of the identification would not be needed. In an ideal world 
companies may be able to take a holistic approach; however, in reality they have limited 
resources and this isn’t always possible. It is therefore necessary to decide which of 
those stakeholders identified should actually be involved in the participation process. As 
discussed in Chapter 3, Section 3.1.3, there are a number of methods to categorise and 
identify ‘key’ stakeholders. It is proposed that ‘substantive’ stakeholders should be 
defined according to factors of ‘legitimacy’ and ‘power’. Substantive stakeholders 
would be those having ‘significant importance, value, validity...relating to the essential 
nature o f the issue or initiative’ (Chambers, 1999) Legitimacy is defined in a similar 
way to Mitchell et al. (1997), as a normative definition with legal and moral elements 
(according to what is socially and ethically accepted by society (Suchman, 1995)). 
Power would also be similar but would be defined as the ability to have an actual or 
potential significant effect. In summary, legitimacy identifies 'what should be 
substantive ’ according to accepted ethical principles (i.e. normative) and potential power 
identifies 'what is substantive ’ according to potential risk (i.e. functional). 
Acknowledging that stakeholders form ‘those that can affect’ and ‘those that can be 
affected by’ an organisations activities, the contributing factors of legitimacy and 
potential power should be interpreted according to each (Figure 4.3).
Resources permitting, legitimate stakeholders should be identified reflexively as part of 
the stakeholder participation process. That is, the stakeholder groups themselves (rather 
than the organisation) would decide who has or has not a legitimate stake in the process. 
However, if this is not possible it is proposed that the company (decision-maker) defines 
factors of legitimacy and power according to their influence, ability to be affected and
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relationship with the company/decision. It is important that the decision-maker 
recognises the degree of subjectivity involved in this task. Therefore reasoning and 
decisions for selecting certain stakeholders and not others should be transparent and the 
possibility of consulting with colleagues (representing different views) considered.
Figure 4.3 Identifying ‘substantive’ stakeholders (Clarke et a l 2003)
Those affected by Those who can affect
Power = ability to be affected
Legitimacy = right to speak - 
recognised as directly affected/ 
impacted (socially accepted)
Power = ability to affect
Legitimacy = authority to speak 
(socially accepted)
If it is not immediately clear which stakeholders need to be involved from the analysis 
of legitimacy and power, it is proposed that the various stakeholder groups are plotted 
graphically according to these two attributes (see Figure 4.4). In this way a clear map of 
how different groups compare can aid the decision-making process. Based on practical 
considerations of resources availability, logistical parameters and company priorities 
and needs, the number of participating stakeholders groups and sample size can then be 
determined.
Prioritising stakeholders in this way is relatively simple, however one criticism is that it 
still incorporates a certain level of subjectivity and judgement. As such, it may be 
necessary to consider initiating a secondary process, through which those who feel they 
are wrongly excluded can still contribute or object and ask to be included. An example 
of this would be an internet feedback forum (e.g. as used by Shell at www.shell.coml 
telephone answering service or a postal address. A secondary process might be 
particularly useful when the participation process concerns a topic of particular 
controversy or public concern.
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Figure 4.4: Mapping suppliers according to Legitimacy and Power
Abi Oxley Green
Key
•  Stakeholder 
 groups
Power
A summary of stage 1 of the stakeholder consultation process (Stakeholder 
Identification) is provided in figure 4.5 as follows:
Figure 4.5: Summary of STAGE 1: Stakeholder Identification
1. Thinking about the problem or reason why stakeholder participation is being conducted, 
brainstorm a list of stakeholders. Depending on the nature of the problem this may be a 
generic list of stakeholder groups (e.g. employees and NGO’s) or a more specific list (e.g. 
marketing department and soil association)
2. Evaluate the stakeholders according to their legitimacy and potential power regarding 
why/how they affect and/or can be affected.
3. If is not immediately clear from step 2 which stakeholder groups should be involved, plot 
stakeholders according to factors of legitimacy and power to illustrate how they compare to 
one another graphically. Identify which stakeholders to involve in the process according to 
resources available, company priorities and project scope.
4. Ensure reasoning behind selecting certain groups over others is made clear and transparent 
to all. It may also be necessary to provide an adequate feedback loop to include those not 
identified, but may want to contribute or object.
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4.3 Stage 2: Ascertain Stakeholder Concerns
Having identified the specific stakeholders to be involved in the consultation process, 
the second stage is to both identify and understand the nature of their views and 
expectations (as illustrated in Figure 4.6). To get a thorough understanding of 
stakeholder opinions, a form of social research is essential. Table 3.2 in Chapter 3, listed 
various different methods to be used in participation processes; this section describes in 
more detail the methods typically used in consultative forms of participation and their 
relative merits.
Figure 4.6. Stage 2 of stakeholder consultation: Ascertain Internal & External Stakeholder concerns
1. IDENTIFICATION OF 
STAKEHOLDERS
2. ASCERTAIN INT& EXT 
STAKEHOLDER CONCERNS
: 3. ANALYSIS AND EVALUATION |
4. ADDRESS & FEEDBACK ISSUES I 
INTO COMPANY |
4.3.1 Choosing between Qualitative or Quantitative research?
There are two different streams of social research: Quantitative research and Qualitative 
research. For each of these streams there are many different methods and each method 
has its own advantages and disadvantages and should be selected to best suit the goals of 
the project:
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Quantitative research: as its name suggests, uses numbers and statistical methods and 
tends to be based on numerical measurement of specific aspects of the item or area of 
research (King et ah, 1994; Neuman, 2003). Quantitative research is usually 
confirmatory and uses deductive logic. In general, a scientifically calculated sample of 
people from a population is asked a set of questions to determine the frequency and 
percentage of their responses. It can allow general statements to be made about 
behaviours and characteristics and also the generalisation of findings to a wider 
population. See Table 4.1 for examples of quantitative research.
Qualitative research: Whereas quantitative research deals with numbers, qualitative 
research deals with words. Qualitative research is often exploratory and inductive. 
Qualitative methods usually produce transcripts and words, and look more deeply at the 
understanding and experience underlying people’s behaviour and focuses on detailed 
descriptions (Walker, 1985; Silverman, 2000). The aim is not necessarily to generalise 
the findings to a wider population but to ensure rich and meaningful information from 
the person(s) involved. Participants are asked to respond to general questions and the 
interviewer or group moderator explores their responses to identify and define the 
participants’ perceptions, opinions and feelings about the topic or idea being discussed. 
This type of research is extremely effective in acquiring information about peoples' 
needs and their responses to and views about specific themes and often unearths 
enormous amounts of information (King et al., 1994, Neuman, 2003). See Table 4.1 for 
examples of qualitative research.
Choosing the right technique to match the objectives of the research is crucial. If the aim 
of the research is to find out about people’s views and opinions, or to investigate a topic 
where little or no prior research exists, then a qualitative method is most suitable. If on 
the other hand the aim is to find out what percentages of people express one particular 
view over another, then a quantitative method is most suitable. Qualitative and 
quantitative research methods can be used in conjunction, for example interviews can be 
used first to identify opinions to help develop and shape a selection of green 
opportunities, after which a survey can be conducted to poll which opportunity should
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be pursued. In this stakeholder consultation project, the aim is to identify and get a 
better understanding of peoples’ attitudes towards environmental issues; this study is 
most suited to a form of qualitative research.
The rest of this chapter will describe how to implement a stakeholder consultation 
process based on the assumption that a form of qualitative research (in particular focus 
groups) has been selected to ascertain stakeholder views. Before proceeding to the next 
section, however, it is necessary to emphasis that the methods reviewed in this section 
are not the only techniques used in participatory processes. For example (and as 
highlighted in Table 3.2) in decisional forms of participation, techniques such as citizen 
juries, consensus forums, multi criteria decision-making are often used. For more details 
on these more ‘decisional’ methods see Arrow & Raynaud (1986), RCEP (1998), 
Munda (2002) and Wakeford (2002)
4.3.2 Conducting a Qualitative Research Study
Morgan (1998) and Krueger (1994) suggest four key stages to conducting qualitative 
research: Planning, Sampling/Recruiting, Moderating/facilitating and, Analysis and 
Reporting (see section 4.4)
4.3.2.1 Planning
The organiser of the research will have to make an early decision on who to commission 
to do the fieldwork and reporting: should it be done by the department requiring the 
information, by another specialist department within the organisation, or by an external 
consultant? There are advantages and disadvantages relative to each option. For 
example: if the research is conducted by the department requiring the information there 
is existing in-depth knowledge of the subject and no external costs, but results might be 
perceived as biased; if  the research is conducted by another internal specialist
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department then there are again no external costs and specialist expertise and experience 
are available, but time is needed to explain the requirements and resources might not be 
immediately available; finally if external consultants are used they have the benefit of 
not being absorbed into the organisation’s culture and can be perceived as more 
professional, but they are unfamiliar with the organisation and involve external costs 
(BT, 1997). In addition, studies conducted by external consultants are sometimes easier 
to put on the shelf and ignore, than those conducted by internal parties.
Whether the research will be commissioned internally or externally, it is necessary to 
develop a research brief. This brief will outline:
• The background and objective of the social research (which are likely to be more 
specific than the objectives of the overall stakeholder participation process),
• Description of the population of interest as identified in Section 4.2 (ii) (e.g. 
customers in certain age groups, local pressure groups, employees at managerial 
level),
• Type of research and method envisaged (i.e. qualitative, and then the actual method 
as listed in Table 4.1),
• Research questions to be covered,
• Expected output and benefits of the research,
• Time schedule and budget.
In response to the research brief, a more detailed plan should be developed defining how 
the research will be done, the organisation of logistical elements, and proposal for 
analysing and reporting the data.
4.3.2.2 Sampling and Recruiting
This section is about ensuring that the right people participate in the research. When 
conducting social research it is typically too expensive and time consuming to involve 
the entire population of interest. Therefore researchers define a ‘sample’ that is a portion 
of a population of interest. In qualitative studies, the interest is in
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particular kinds of individuals rather than obtaining a statistically representative 
sample of the population of interest. Sampling in qualitative studies is therefore often 
purposive, that is, there is an element of choice and people who are of interest are 
purposely chosen to participate. Snowball sampling is another strategy used within 
qualitative research. In this technique the researcher defines a list of people who are 
of interest, who are then asked to suggest more people. For more details on sampling 
techniques see Krueger (1988); May (1997); Oxley Green (2005c). The most 
appropriate method is often determined by the research objectives and information 
available.
Information for sampling lists can be sourced from public registers, market research 
companies or from company databases. In practise, it can be difficult to obtain 
comprehensive and up to date details for sampling. As a result it often most practical 
to select people from particular locations or organisational units where current 
information is readily available, the downside of this of course is that relying on 
‘samples of convenience’ can result in the same people being included within 
research studies (BT, 1997).
When the sampling process is complete, it is then necessary to recruit the 
participants. The methods used to recruit participants for qualitative research include 
sending invitations by letter or email, or posting adverts in local newspapers; 
external research agencies usually have existing contact lists from which they can 
recruit required candidates. It is usually recommended to provide people with some 
background information to the study when inviting them to participate. In cases 
when pre-prepared participants are desired, respondents can be given a set of 
questions or statements to think about before the session. Due to possible 
cancellations and “no-shows” it is advisable to over-invite to ensure adequate 
numbers. Finally, when budgeting it is necessary to consider that people are often 
offered incentives for participating and travel expenses reimbursed.
4.3.2.3 Moderating/Facilitating
Most topics of discussion in an interview (individual, group) are carefully 
predetermined and sequenced. Before conducting the actual interview sessions, a
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brief must be prepared outlining the core questions. The basis of these questions will 
relate directly to the research needs and initial research questions. For each main 
question it is usual to generate a list of sub-questions, which the facilitator can use 
selectively to probe the participants. According to Krueger (1988) “Quality answers 
are related directly to quality questions”. For this reason developing the questioning 
route or topic guide can take a significant amount of time and it is important to 
consider the sensitivity of the subject matter, the logical order of the topics, the 
experience of the moderator and the time available. If possible, it is advised to pilot 
the proposed session with a (group of) friendly volunteer(s). This will enable the 
researcher to check the timing and also the content of the topic guide. Interviews 
often take much longer in practise than anticipated.
Using the topic guide as a tool, the role of the facilitator is then to: set the scene and 
atmosphere, steer the interviewee(s) through the questions, encourage relevant ideas 
to develop, keep the debate within the boundaries and manage the time. Although 
many sessions are recorded onto audiocassette and sometimes videotape, it is also 
useful for the facilitator to make notes and observations for future reference. There 
are two techniques that are essential for a successful facilitation: the ability to ask 
appropriate questions, and the ability to listen appropriately. Questions must be
unambiguous and simple. The facilitator must be able to rapidly select the most
suitable form (e.g. open questions, clarifying questions or prompts) of questioning to 
suit the situation. The facilitator must also be able to listen actively to ensure the 
questioning is fluid and in line with participant’s previous answers and to
demonstrate that their views are valued.
For more information about conducting focus groups or one-to-one interview (e.g. 
developing topic guides, questioning and listening techniques, dealing with passive 
or difficult participants) see: Silverman (2000); Morgan (1998); BT (1997); Mason 
(1996); Krueger (1988). A summary of stage 2 of the stakeholder consultation 
process (Ascertaining Stakeholder Concerns using Qualitative Research) is provided 
in figure 4.7.
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Figure 4.7: Summary of STAGE 2: Ascertaining Stakeholder Concerns using Qualitative Research
1. Develop research brief outlining: background and objective of research, population of 
interest, the type of research method (i.e. interview, focus groups), research questions, 
benefits from the study, time schedule and required budget. Formulate detailed plan to 
conduct research including practical arrangements and data analysis. Initiate contact 
with external agencies/ consultancies if applicable
2. According to the population of interest identified in Section 4.2, identify relevant 
groups/ individuals for recruitment.
3. Using the research questions develop the questions for the topic guide and full brief. If
necessary conduct trial run to test questions and overall structure.
4. Undertake research
4.4 Stage 3: Analysis & Evaluation
After the qualitative research has been conducted, the researcher generally has a 
large pile of notes, audiocassettes and/or videotape footage to analyse (Stage 3 in 
Figure 4.8).
Figure 4.8. Stage 3 of stakeholder consultation
1. IDENTIFICATION OF
STAKEIIOLDERS
2. ASCERTAIN STAKEHOLDER 
CONCERNS
3. ANALYSIS AND EVALUATION
4. ADDRESS & FEEDBACK ISSUES 
INTO COMPANY
The first step is to transform this raw material into a form that is suitable for analysis 
and evaluation. The verbal content of audiocassettes and videotapes are typically 
transcribed and where necessary translated, whilst hand written notes are typed up 
into electronic format where necessary. In qualitative research, a researcher’s
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analysis can actually begin early in the research project while still collecting data. 
For this reason it is best to conduct the analysis as soon as possible, whilst the 
information is still ‘fresh’ in the mind of the researcher. According to Walker (1985) 
analysis of qualitative data is more explicitly interpretive, creative and personal than 
in quantitative analysis, however this is not to say that is should not be equally 
systematic and careful.
4.4.1 Software for Qualitative Data Analysis
According to Fielding (2003) there are around 15 dedicated qualitative analysis 
programs of various kinds currently available to assist researchers in the 
management of their qualitative data. Some of these programs are confined to 
simple, fast, text retrieval, whilst others claim to ‘transform’ data analysis. For 
example:
- NUD*IST (Non numerical Unstructured Data Indexing Searching and 
Theorizing) is a multi-functional suited to the analysis of unstructured data such 
as text from interviews, historical or legal documents, or non-textual 
documentary material such as videotapes. NUD*IST uses a flagging and text 
search to construct a large and structured hierarchical, indexed database. The 
ability to have several windows open at once, enables data and codes to be 
viewed simultaneously.
- ATLAS.ti is intended for the visual qualitative analysis of large bodies of textual, 
graphical and audio or video data. Like NUDIST the emphasis is on inter-code 
relationships and theory building, rather then straight code and retrieve. In 
addition to enabling the coding and annotation of text, images and audio 
material, ATLAS also allows the user to “connect” visually selected passages, 
memos, and codes, so enabling them to construct concepts and theories based on 
visible relations.
- WinMAX is used for the analysis of all kinds of text and qualitative data like 
narrative interviews, focus groups, all kinds of unstructured interviews, case 
histories, field notes, observation protocols, documents, letters and other written 
material. The program has an easy to use interface, offers visualization of basic
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functions like codes and memos and enables codes to be weighted to give a 
measure of their significance.
Depending on the amount of data to be analysed and the depth of analysis desired, it 
might make sense to use a software program such as NUDIST, or the “find” function 
in Microsoft Word, or highlighting pens and post-it notes. An informative overview 
of the main software packages for analysis of qualitative data can be found at 
http://www.scolari.co.uk.
4.4.2 Coding & Analysis
Once the data have been transcribed, the analysis can commence: the first step is to 
start coding the data. This can be done using transcription printouts and a 
highlighter, or increasingly with the aid of computer software packages. There are 
many different ways to define codes, for example they can be developed to follow 
the identity of the speaker or the specific issues or themes, which people talk about 
(Reed & Payton, 1997). One way to help identify relevant codes is list keywords 
prevalent throughout the discussions. When identifying the top-level codes it is 
useful to consider how the data will be reported. Once the codes or keywords have 
been selected, the next step is to highlight all the relevant text in the transcriptions; 
this can be done by using the ‘search’ function available on most word processors or 
software programs. Depending on the amount of data, it might be useful to further 
categorise into sub-codes defined in a similar manner. During the coding, many 
researchers find it essential to keep referring back to field notes, audio and 
videotapes to ensure that correct meaning behind the written text is captured in the 
right context.
After coding the next step is to start evaluating the data according to the focus of the 
study. For example, if the research aims to investigate people’s attitudes towards a 
certain project or proposal, one approach would be to start reviewing the coded data 
to identify the nature of the different attitudes or perceptions held by the participants. 
As the analysis progresses it is possible to start making comparisons between the
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focus groups, noting similarities and dissimilarities and questioning why differences 
were emerging. As suggested by Fielding & Thomas (2001) a very useful way to 
capture and clarify thoughts is to start writing up particular themes in the form of the 
report. Not only does this enable the researcher to obtain feedback from others but 
also highlights areas of uncertainty that are in need of further explanation.
4.4.3 Validity
When analysing and reporting qualitative date, it is important to address the issues of 
validity:
"Validity has long been a key issue in debates over the legitimacy o f qualitative 
research; i f  qualitative studies cannot consistently produce valid results, the 
policies, programs, or predictions based on these studies cannot be relied on". 
(Maxwell, 2002:39)
Unlike quantitative research, where threats to validity can essentially be addressed 
through design features, in qualitative research such prior elimination of threats is 
less possible, because qualitative research is more inductive and focuses primarily on 
understanding particulars rather than generalising to universals (Erickson 1986). 
Maxwell (2002) cites five different categories of validity for qualitative research. 
These include descriptive validity, which is concerned with the factual accuracy of 
the account; interpretive validity, which is concerned with what these events, and 
behaviours mean to people i.e. people's perspectives; theoretical validity, which is 
concerned with an account's function as an explanation', generalizability, referring to 
the extent to which findings can be extended a wider population; finally evaluative 
validity, relating to the evaluative framework which is applied to the object of study.
For more information regarding the analysis of qualitative research and validity see 
Huberman & Miles (2002) and Gilbert (2001). A summary of stage 3 of the 
stakeholder consultation process (Analysis & Evaluation) is provided in figure 4.9.
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Figure 4.9: Summary of STAGE 3: Analysis & Evaluation
Abi Oxley Green
1. Transcribe audiotapes, videotapes and/or field notes into a format suitable for analysis
2. According to the research needs, determine the coding format. Using traditional methods 
or with the aid of computer software packages sort the text according to the identified 
codes and relevant themes and issues of interest.
3. Review the coded and transcribed material to according to the focus o f the study, 
identifying the similarities and dissimilarities between groups and participants and 
questioning why differences emerge. Continue reviewing the data until no new themes or 
conclusions emerge.
4. Write up the research findings, highlighting the key findings, interpretations and 
recommendations (this step is often initiated during the analysis as an aid for articulating
4.5 Stage 4: Address & Feedback into the Company
As highlighted in Chapter 3, there are at least two kinds of results from stakeholder 
processes. Improved understanding of other stakeholders’ viewpoints and greater 
access to information represents one kind of output. Another stems from the ability 
to reach an agreement for solving a specific problem. To a great extent, the results 
from the former can be an “enabler” that facilitates attainment of more tangible 
outcomes for the latter. To realise these results the findings from the qualitative 
studies (Stages 2 and 3) must be fed-back to the company so that they can be 
internalised and acted upon accordingly (as implied by a consultative form of 
participation); this represents Stage 4 within the stakeholder process (see Figure 4.10 
below). Without effective feedback and communication mechanisms, the stakeholder 
participation process cannot add constructive value to corporate decision-making.
Understanding the decision-making processes of the company or organisation unit 
commissioning the research is important for this final stage of this process. For 
example, is it useful to understand how are decisions made, in what kind of fora, 
who decides what gets done and when is the best time to make recommendations for 
action. Knowledge of these systems will enable the information to be more 
successfully embedded into existing processes and therefore drive action for change, 
but also means that it is difficult to recommend a ‘one solution fits’ all type 
approach.
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Figure 4.10. Stage 4 of stakeholder consultation: Address & Feedback issues into company
1. IDENTIFICATION OF 
STAKEHOLDERS
2. ASCERTAIN STAKEHOLDER 
CONCERNS
3. ANALYSIS AND EVALUATION
4 ADDRESS & FEEDBACK ISSUES 
INTO COMPANY
The first practical step in this final stage is for the researcher to identify all those 
individuals or decision-makers (i.e. those with ability to act upon the results) who, 
based on the content of the research findings, need to be informed of the results. If 
the stakeholder consultation project has a narrow and well-defined scope, such as 
those conducted for solving a specific problem, key decision-makers can be both 
identified and involved early on within the project. This provides an obvious 
framework within which to feed the results back to the company and ensure actions 
are taken where necessary. If the scope of the project is wide and explorative, 
however, it might not be possible to identify all the decision-makers until the 
research has actually been carried out; an inherent characteristic of qualitative 
research is that is can take different directions.
The next step is then to communicate to and discuss the research findings with the 
identified decision-makers using the most appropriate channels and fora. Possible 
channels include face-to-face meetings, email, teleconferences, web-casts. Different 
fora can be management meetings, internal conferences or specifically organised 
meetings. The aim of this activity is to ensure that the findings are fully understood 
and internalised by those decision-makers who can benefit from and act upon the 
information. For the researcher this stage can also be considered part of the 
evaluation process as the comments and questions raised during the discussions with 
the decision-makers can help prioritise areas for action and can also highlight areas
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for improvement. In addition to sharing the results with the decision-makers, it is 
also important to feedback the findings and outcomes from the study to the 
participants of the stakeholder process. This is essential to illustrate that their 
contribution is valued, uphold the integrity of the process and pave the way for 
future consultation processes.
4.5.1 Evaluating Stakeholder Processes
As the expectations for stakeholder processes grow the need to demonstrate tangible 
and specific results within reasonable time frames and budget increases in 
importance. Yosie & Herbst, (1998) propose a useful set of indicators and metrics, 
based of work by Lach and Hixson , which can help maintain the progress of the 
consultation process and focus on the ultimate goal. The process indicators listed in 
Table 4.2 are explained as those factors that add value to the decision-making 
process, the outcome indicators represent the specific results from the stakeholder 
discussions, and the cost indicators measure the costs of managing the process. Both 
the process and outcome indicators include quantitative and qualitative metrics, 
some of which are self evident (e.g. number of participants) and others might need to 
be built into the stakeholder consultation process. For example one way to assess the 
“willingness to work together in the future” or whether “relationships have improved 
(or not)” would be to ask those stakeholders or decision-makers involved in the 
project for their feedback. A summary of stage 4 of the stakeholder consultation 
process (Feedback into the Company) is provided in figure 4.11 as follows:
Figure 4.11. Summary of STAGE 4: Feedback into the Company
1. Identify all those individuals who. based on the content of the research findings, need 
to be informed of the results.
2. Using the most suitable communication channels and fora, present the research 
findings to the identified decision-makers so that they can be internalised and acted 
upon where necessary.
3. Communicate findings and outcomes to participants to illustrate that their participation 
and contribution is valued.
4. Evaluate the overall process and determine recommendations for improvement
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Table 4.2. Sample Process. Outcome & Cost Indicators for managing stakeholder processes (Yosie &
Herbst 1998)
Indicators Potential M etrics
Accessibility to decision­
making process
Early involvement of stakeholders 
Number of options identified 
Stakeholder discussion of options
s Diversity of views represented
Number/types of participants 
Continuous participation
! *8 
! S
0 Opportunities for participation
Comments, length and frequency 
Decision-makers present at meetings
1 Information exchange Availability/clarity of materials Agreement on what the data meant
Key issues identified and discussed
Identification of concerns Issues/goals agreed on and prioritised
Relationship among data, options and goals understood
Project/decision acceptability Potential for litigation 
Implementation of decisions
I Ratio of negative to positive stakeholder comments
s
I
Project efficiency Percentage of decisions approved
Percentage of deadlines met
1 Cost avoidance Ratio of actual to anticipated costs1 Actual vs anticipated process timeo Mutual learning and respect Willingness to work together in the future
Improved agency/stakeholder relationships
Willingness to compromise and engage in problem solving
Direct costs Time required for staff and stakeholder participation 
Materials/travel costs
Indirect costs Opportunities lost to participate in other public activities
Conclusion
This chapter has provided a methodology of one way of implementing a stakeholder 
consultation process. Described in four distinct stages: the first stage represents 
stakeholder identification; the second details how stakeholder concerns can be 
ascertained using qualitative studies; the third stage represents the analysis and 
evaluation; and, the final stage denotes the feedback of results into the organisation. 
The model presented has been improved through the experience gained from testing 
it within the sponsor company Nokia.
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As different project objectives call for different stakeholders and research 
techniques, and decision-making structures vary between companies and even 
organisational units, it is not possible nor is it the purpose of this chapter to define 
every last detail for implementing such a model. Rather the aim is to bring out the 
key elements that need to be considered and provide references to those places where 
more information can be gathered. One main assumption in this chapter is that a 
qualitative approach will be used to ascertain the stakeholders’ views. Projects aimed 
at gaining deeper understanding into people’s attitudes and opinions, where little or 
no prior research exists are most suited to a form of qualitative research, whilst those 
aimed at finding out what percentage of a population hold a particular view, are most 
suited to a form of qualitative research.
If used in the right context and adapted to suit existing decision-making processes 
and corporate cultures, this process can: provide greater access to information from a 
diverse range of viewpoints which in turn can help inform decision-making for new 
initiatives and strategic planning; it can also be used to gather feedback on existing 
processes and products to identify opportunities for improvement and potential risks; 
and, it can also be used for solving specific problems. The following chapters 
explain how this consultation process was implemented within Nokia in practice.
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Chapter 5 
Stage 1: Identification of Nokia Stakeholders & Project 
Scope 
Introduction
This chapter represents Stage 1 of the 4-stage stakeholder consultation process. 
Section 5.1 provides a comprehensive review of Nokia stakeholders (internal and 
external), identifying their respective environmental and social expectations and 
interactions with the company. Section 5.2 focuses upon defining the project scope, 
outlining which stakeholders will participate in the study, the site selection, general 
attitudes towards environmental issues and aims of the study.
Figure 5.1: Stage 1 -  Stakeholder Consultation Process
1. IDENTIFICATION OF 
STAKEHOLDERS
3. ANALYSIS AND EVALUATION
2. ASCERTAIN INT& EXT 
STAKEHOLDER CONCERNS
4. ADDRESS & FEEDBACK ISSUES 
INTO COMPANY
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5.1 Nokia Stakeholders
Nokia has many different stakeholders. Using the definition of a stakeholder (as 
prescribed in Chapter 3, Section 3.1) these groups can be identified by looking at 
how Nokia is positioned in society and business is conducted at a global scale.
'No firm exists in a vacuum [and] every industrial activity is linked to 
thousands o f other transactions and activities and to their environmental 
impacts ' (Graedel & Allenby, 1995:8)
To design, manufacture and market mobile communication products, Nokia employs 
a large workforce located in sites all around the world. On a daily basis, these 
employees interact with a variety of individuals from professional, academic, 
research and technology organisations. The company buys products and services 
from a range of different suppliers and in turn sells its mobile phones to trade 
customers before they finally reach the end-consumers. Like every organisation, 
Nokia’s activities and products must conform to the applicable legislation and are 
subject to constant scrutiny by non-governmental organisations and the media. For 
environmental and social issues, seventeen different stakeholder groups have been 
identified in the case of this research and are illustrated in Figure 5.2. So as not to set 
any boundaries it must be noted that this list is not exhaustive and should be 
constantly reviewed.
Looking at these different stakeholder groups it is immediately obvious that they fall 
in three separate categories: internal, external and then surrogate. Internal 
stakeholders are simply those people who are employed and work within Nokia, 
whilst external stakeholders include all those groups outside of the Nokia 
organisation. Of all those external groups a third category of surrogate stakeholders 
is identified to include all those who are acknowledged yet cannot be represented or 
whose effect is negligible. Table 5.1 illustrates how Nokia stakeholders can be 
separated into these three categories.
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Figure 5.2. Nokia Stakeholders
Future gen./ Employees 
Bioshpere Competitors
Trade
unions Consumers
Contract & 
joint venture 
ManuFs
Industry
Trade
customers
NGO's & 
pressure 
groups
Trade
associations Legislators & Gov. orgs.
Suppliers & 
supply 
partners
Local
Communities
Shareholders
lenders.
insures
Media
GroupsResearchOrgs.
Table 5.1. Stakeholder categories and groups
Category Stakeholder group
Internal stakeholders Employees
External, non surrogate stakeholders
Competitors
Consumers, consumer groups 
Contract & joint venture manufacturers 
Non governmental organisations & pressure groups 
Local communities
Legislators & governmental organisations 
Media groups
Professional and academic research organisations
Shareholders, lenders & insurers
Suppliers & supply partners
Trade associations
Trade customers
Trade unions
External, surrogate stakeholders Biosphere, future generations, industry
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Each of the stakeholder groups is defined and described in the following sections 
according to their concerns, expectations and interactions with Nokia and 
environmental and social issues. Where the source is not indicated, it should be 
noted that the stakeholder definitions have been written for the purpose of this 
portfolio.
5.1.1 Internal Stakeholders
5.1.1.1 Employees
Employees: those persons who are hired to provide a service fo r  and by Nokia
Not all pressure for environmental and social responsibility comes from outside the 
company. Companies illustrating good corporate behaviour are also changing from 
the inside, as "a new generation of managers is becoming acutely aware of a need to 
align personal and corporate value systems with those of society outside the factory 
gate" (WBCSD, 1999). Employees are interested in those environmental and social 
activities that create value for the company:
"The [environmental] focus o f internal stakeholders is on the processes that 
create value for the customers, produce acceptable financial results, and 
integrate the organisation with the communities, public policy-making bodies, 
and ecosystems with which it interacts" (Camarota, 1999)
At a personal level, employees are naturally concerned about their own well-being 
and job security. Research indicates that company values and ability to act in a 
responsible manner are becoming more important factors for the next generation of 
employees; for example a recent study of MBA students demonstrated that 97 
percent of those surveyed would be willing to forgo 14 percent of their expected 
incomes in order to work for a company with a positive track record in corporate 
social responsibility and business ethics (Business Respect, 2004). Companies that 
want to attract and retain a talented workforce are paying considerable attention to
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employees’ working conditions, benefits and overall satisfaction. The accounting 
scandals of Enron and WorldCom have also reinforced the potential impacts to 
employees that can occur from unethical business behaviour.
Nokia employees
Employees form one of, if  not the most important stakeholder group for Nokia. With 
a global workforce of over 50,000 people, employees play a key role ensuring that 
Nokia values are upheld and more specifically that Nokia’s commitment towards 
environmental and social responsibility is implemented through the company’s 
policies and procedures. To improve employee satisfaction, Nokia carries out an 
annual, company wide employee opinion survey. This survey include questions with 
an environmental and social responsibility focus and provide a measure of what 
percentage of employees believe their company is a socially responsible member of 
the community and to what extent environmental activities are integrated into the 
company’s activities. Although the results of this survey are useful in providing 
quantitative indicators of changes in employee opinion, they do not provide any 
explanations to the figures, why they change or how they can be improved.
5.1.2 External stakeholders
5.1.2.1 Competitors
Competitors: Persons or organisations that supply mobile communicators (and 
enabling technologies).
The electronics industry is a high-tech and dynamic sector and over the last decade 
the telecommunications industry has undergone substantial developments (as 
described in Chapter 2, Section 2.1). In the past, Nokia would have typically 
regarded its competitors as other mobile phones manufacturers, but as the electronics 
industry continues to develop and converge, the concept of a competitor can be 
expanded to involve nearly any consumer electronics company.
99
Engineering Doctorate Abi Oxley Green
Although an organisation might be slow to acknowledge its competitors as a 
stakeholder by definition they do fall under the stakeholder classification. As a 
highly competitive and fast moving sector, mobile phone companies are constantly 
anticipating customer requirements, market trends and new industry developments to 
gain and retain a competitive edge. Companies are continually competing in their 
product times to market and being the first to announce a particular prototype. The 
increasing number of company reports and sustainability indices (e.g. FTSE4Good, 
DJSI) means that it is easier for companies to ‘benchmark’ themselves against their 
competitors in terms of financial, environmental and social performance. As 
consumer interest in sustainability issues increase, environmental properties of 
products and the conditions in which they are manufactured can potentially 
differentiate between products and bring competitive advantage (Mead et al, 1998).
Nokia Competitors
Essentially every organisation in the telecommunications and even the electronic 
sector is a potential competitor. Nokia's current competitors can be regarded as those 
companies who fall under the definition provided and in this case have been split 
into two tiers: Tier 1 competitors manufacture products that are in direct competition 
with Nokia mobile communication products; Tier 2 competitors are concerned with 
enabling technologies. They might produce the software technology used to facilitate 
the 'communication' or they may be content providers. Although not necessarily 
monitored and considered as true competitors, Tier 2 companies cannot be ignored 
owing to the rate of convergence between different electronic products. Examples of 
companies who might be considered competitors are listed in Table 5.2.
Table 5.2. Nokia Competitors
Tier Examples
1°- Mobile phones, PDA Phones 
& Camera Phones
Casio, Hitachi, LG Electronics, Matsushita (Panasonic), 
Motorola, NEC, Samsung, Sanyo, Siemens, SonyEricsson, 
Toshiba, Qualcomm
2° -  electronic companies & 
content providers not already 
mentioned above
AT&T, Compaq, Hewlett Packard, IBM, Microsoft, Philips, 
Psion, 3Com
Competition stimulates product development and in terms of environmental issues, is 
regarded as an important driver for DfE (Design for Environment). However, apart
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from this competitiveness there are occasions when telecommunication organisations 
work together at an industry level; for example, 'RosettaNet' is a consortium of 
Information Technology, Electronic Components, Semiconductor Manufacturing and 
Telecommunications companies working to create and implement industry-wide, 
open e-business process standards (RosettaNet, 2003). One particular RosettaNet 
program focuses on material composition data enabling companies to access and 
share information about materials and substances and create product declarations. 
Other examples include 'Mobile Takeback scheme UK', which involves 
telecommunications companies working together to address the end-of-life 
management of cellular phones in the UK (Mobile Takeback UK, 2003). Companies 
also join together to drive and shape legislation. For example Braun, Electrolux, HP 
and Sony teamed together to produce a common proposal in support of firms' 
individual financial responsibilities for recycling of electroscrap as part of the WEEE 
Directive ((2002/96/EC), in opposition to the trend in some EU countries for shared 
responsibility (ENDs, Dec 2002).
5.1.2.2 Consumers
Consumer: Persons or groups o f persons who use, or are likely to use mobile 
communicators, or who represent consumer needs.
Consumers are an essential component to the success of any organisation and if 
consumers make it clear through their spending choices that they consider the 
environmental properties of products or performance of those firms that manufacture 
the products, changes will sooner or later sweep through industry (Welford & 
Starkey, 1996; EuE legislation). Although research shows that consumers have 
become far more concerned about the overall environmental performance of 
companies and their products (MORI 2000), there still appears to be a differential 
between the high levels of expressed concern and actual buying behaviour (Frankel, 
1998; Earl & Clift, 1998; Barr, 2003). Factors such as price, quality, convenience, 
style and ease of use are more important to the consumer than the environmental 
properties of products and services (Bout 1998). Furthermore, Fichter (2002) 
highlights that even if consumers did want to make informed decisions, access to
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information on the environmental performance of products is not always readily 
available.
One way to provide consumers with environmental information about products and 
the conditions in which they are manufactured is through the use of environmental 
labels (eco-labels). ISO classifies three categories of environmental labelling: Type 1 
labelling programs are based on environmental criteria selected and certified by 
independent third parties (e.g. Germany’s Blue Angel, EU’s eco-flower, Japanese 
Eco-Mark); Type 2 labelling programs are based on self declarations by 
manufacturers, and; Type 3 labelling programs (also known as Environmental 
Product Declarations EPD) are based on development and communication of 
quantitative life cycle and impact assessments of products and like Type 1 labels, 
require third party certification (EIA, 2003). The European Commission’s Integrated 
Product Policy (EPP) is currently investigating eco-labelling as a means to stimulate 
consumer demand for greener products (European Commission, 2005).
Nokia consumers
Nokia 'consumers' include all those people in the world who own and use a Nokia 
mobile phone and those people who are regarded as potential users. As market leader 
Nokia has a huge number of actual and potential end consumers. Although much 
research is carried out to establish consumers’ current and future needs and 
expectations from Nokia with respect to product features and different technologies, 
at the start of this research little was known about the specific environmental and/or 
social concerns of mobile phone consumers and their attitudes towards Nokia in this 
respect. Consumers who are interested in the environmental properties of their 
handsets can view product eco-declarations on the company’s internet pages. There 
is also an email address to which people can ask the company environmental 
questions; most enquiries focus on the health concerns associated with mobile 
phones, recycling and product energy consumption. It is important to highlight 
however that the views expressed through this channel might not necessarily reflect 
those of the “typical” consumer.
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Also included in the consumer stakeholder group are those people who are 
concerned with looking after the interests of the consumer; that is, consumer groups. 
Consumer groups are primarily concerned with looking after consumer interests, 
ensuring they receive products and services of satisfactory standard. From an 
environmental perspective consumer associations have become far more interested in 
and asking for more product information. Magazines such as 'Which* are highly 
respected by consumers to give helpful and unbiased advice on consumer products. 
Other examples of Consumer groups include National Consumer Council, 
Watchdog, DG Health and Consumer Protection and ‘Ethical Consumer’ magazine.
5.1.2.3 Non governmental organisations & pressure groups
Environmental & Human Rights groups: Independent, non-profit, non­
governmental organisations o f people who act as pressure groups fo r  the 
protection o f the environment and people’s human rights.
Environmental and human rights pressure groups like Greenpeace and Amnesty 
International can exert powerful pressure on companies, particularly when they 
cooperate with other stakeholder groups such as the media. Although many 
companies still view NGOs with slight apprehension because of the potential 
damage they can cause to brand and reputation, the most forward of companies are 
realising the benefits of forming relationships with NGOs (e.g. Rio Tinto, Body 
Shop, General Motors, Unilever and more recently also Nokia). According to 
Elkington (1997) insurance companies are meeting with groups like Greenpeace to 
see how they can work together to encourage organisations to address their 
environmental risks. Some NGOs see the benefits of working with business; others 
feel that it compromises their ability to remain independent (Elkington, 1997). As 
NGOs become more successful, as highlighted in Chapter 3, Section 3.2.4, they also 
bear some responsibility to ensure their demands do not have significant unintended 
negative consequences. Some of the most prominent Environmental and Human 
Rights Groups are listed below in Table 5.3.
103
Engineering Doctorate Abi Oxley Green
Table 5.3. Examples of Environmental and Human Rights Groups
Environmental Groups 
Earth First! UK, Earthwatch Institute International, Friends of the Earth (International), Green 
Alliance, World Wide Fund for Nature WWF (International), Suomen Luonnonsuoj eluliitto 
(Finnish Association for Nature Conservation), Natur och Miljo (Finnish Society for Nature and 
Environment.
Human Rights Groups
Amnesty International, Human Rights Watch, Human Rights in China
Nokia and NGOs
Nokia, like all other companies is kept alert by non-governmental organisations as 
they show an interest in the environmental and societal impacts of the electronic 
industry. Topics of particular interest at the moment include substance management 
(e.g. brominated flame retardants, use of tantalum) and supply chain labour 
conditions. For more information on Tantalum, see Chapter 2, Section 2.22.2. Nokia 
has also formed a relationship with environmental NGO World Wide Fund for 
Nature (WWF) and is currently co-operating in a number of on-going projects.
5.1.2.4 Legislators and governmental organisations
Legislators and governmental organisation: International, national and local 
committees who prescribe legislation fo r  a community regarding the environment, 
taxes etc and those bodies affiliated to the government and who are concerned 
with research, regulatory and advisory functions.
Legislation - Environmental
In 1991, scrap electrical and electronic equipment was chosen by the European 
Commission as a priority waste stream for action due to its increasing volumes, 
potentially hazardous and toxic nature and potential to increase reuse and recycling 
rates (Lunnon, 1999). One of the main outcomes has been the Waste Electrical and 
Electronic Equipment (WEEE) Directive and the Restriction of Hazardous
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Substances (RoHS) Directive (ENDs, 17/02/03). Under the WEEE Directive, 
producers have financial responsibility for their products at End-of-Life 
(2002/96/EC). Under the RoHS law, products (except exempted technologies) 
containing lead, mercury, cadmium and hexavalent chromium, and the flame- 
retardants PBDE and PBB cannot be sold in the EU after July 1st 2006 (2002/95/EC). 
Other EU directives impacting electronic manufacturers include REACH and the 
Waste Directives for the recovery of batteries (91/157/EEC) and packaging and 
packaging waste (94/62/EC). Outside of the EU, China has implemented a similar 
legislation to the EU RoHS Directive, called the Law of the People's Republic of 
China on the Promotion of Cleaner Production and is also working on end of life 
issues. There are also a number of US state regulations that restrict the use of certain 
materials (e.g. Proposition 65 in California).
To be prepared for and to help shape legislation, it is important for companies such 
as Nokia to keep track of developing and future legislation. For example, the EC's 
Integrated Product Policy (IPP) highlights the move away from end-of-pipe waste 
regulation towards reducing environmental impacts across entire product life cycles 
(EC, 2005a). There is currently a proposal for an Energy-using Product (EuP) 
Directive, which aims to reduce the impact of electrical and electronic equipment 
through focuses on product design and setting eco-design requirements (EC, 2005b).
Legislation & international conventions- Employee and Human Rights 
The main tools for governing labour conditions and employee rights are international 
conventions and local labour law. There are a number of international conventions 
that promote social responsibility issues within the workplace and industry; for 
example the United Nations’ Universal Declaration on Human Rights and rights for 
the child and, the International Labour Organisation’s (ILO) Conventions for 
equality, the abolition of forced labour, freedom of association and the elimination of 
child labour. The countries that ratify these conventions are responsible for 
implementing them through their national and regional labour, building and 
planning, and Health and Safety regulations.
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Legislators and Regulators
Policy makers can prescribe legislation at regional, National and European levels. 
However, those who prescribe the legislation do not usually monitor and ensure that 
it has been implemented. For example the Department for Environment, Food and 
Rural Affairs (Legislator) may formulate the regulations but the Environment 
Agency (Regulator) is responsible for ensuring that companies are compliant. 
Therefore when considering legislators and governmental organisations as a 
stakeholder group it is necessary to consider both regulators and legislators, 
examples of which are provided below in Table 5.4.
Table 5.4. Policy Makers and Regulators
Policy Makers Department for Environment, Food and Rural Affairs (DEFRA), Office of the 
Deputy Prime Minister (ODPM), Department of Trade and Industry (DTI), 
European Union
Regulators Environment Agency, Scottish Environmental Protection Agency, OFCOM 
(Regulator for UK Telecommunications industry), Local authorities.
5.1.2.5 Local Communities
Local communities: Persons who are local/reside locally to any Nokia or key 
Nokia Supplier site.
Companies often have a significant impact upon the local communities in which they 
operate: environmentally they might cause local contamination and pollution, 
socially they can provide employment for local residents, and economically they can 
generate wealth and provide an attraction for other investors. It is now widely 
accepted that taking responsibility for adverse site impacts is an important part of 
being a good neighbour (Howes et al., 1997). Good company behaviour can reduce 
the number of public complaints, avoid bad publicity, and even assist in smoothing 
the way for new investment. Local communities are primarily considered as 
important stakeholders when they live around production sites, particularly high 
impact sites. As there is an increasing tendency for organisations to illustrate a
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responsibility towards their suppliers, organisations are also experiencing some 
responsibility to their suppliers' local communities as well.
Nokia's local communities
Nokia currently has manufacturing sites in nine different countries (see Chapter 2, 
Figure 2.1). Although mobile phone manufacturing facilities may not emit airborne 
emissions as visible as those of a chemical site, these sites do produce waste of all 
physical states and are also frequented by heavy lorries delivering and collecting 
goods to and from the plants. To manage and improve the environmental 
performance of Nokia’s operations, the company has implemented certified 
Environmental Management Systems at all production sites (Nokia, 2004). To 
demonstrate that Nokia is committed to be a responsible member of society, the 
company also runs a number of community initiatives. Nokia community programs 
actually date back to the mid 1800s where employees and local communities were 
provided with health care, education and accommodation. Over the years the nature 
of these commitments have changed; current community involvement initiatives 
include tree planting in Beijing, nature cleanups in Australia and educational 
programs in Brazil, Philippines and Korea (for more information on these and other 
programs see Nokia, 2004).
5.1.2.6 Media groups
Media groups: Persons or organisations who are responsible fo r  and provide a 
means fo r  the communication o f information to the public.
Information can be conveyed to the public via many forms of media (e.g. television, 
radio, newspapers, internet and mobile communication devices). Historically the 
relationship between the media, companies and environmental issues has never been 
a good one. The media willingly reveals the shortcomings of companies to the 
public, although their achievements in sustainability issues are hardly ever the source 
of a good news story. Shell’s infamous Brent Spar and Monsanto's GM crisis 
demonstrate the ability of the media to help shape opinions about companies and
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their power as a stakeholder group. The ease and speed at which information can be 
shared through the media, has played a great role however in driving companies to 
be more open and transparent: 'New information technologies... mean that 
companies can no longer count on their ability to maintain secrecy over time' 
(Elkington, 1997). This has helped drive competitiveness and sharing of best 
practises.
5.1.2.7 Shareholders/Lenders/Insurers
Shareholders: Persons who own any equity in Nokia, which also entitles the right to 
declared dividends and the right to vote on certain company matters.
Lenders: Persons or organisations who exchange money paid later fo r  money 
received now by Nokia. \
Insurers: Persons or organisations who secure payment o f money to Nokia in the 
event o f damage to the company in exchange fo r  periodic payment and who also 
share risk o f financial loss.
These definitions have been adapted from those provided in Investor words (1999) 
and Collins English Dictionary (1994).
Traditionally shareholders, insurers and lenders are primarily concerned that an 
organisation provides an adequate financial return, maintains a positive cash flow 
and provides adequate dividends. Providing financial support to the company, 
shareholders are also entitled to vote on certain company matters. Although there is 
still a reluctance for financial institutions, in a competitive and international banking 
market, to press environmental conditions on customers (Howes et al., 1997), there 
are signs that they are becoming more proactive on sustainability issues. This is not 
surprising as investors find themselves potentially liable to financial risk and the 
penalties for committing environmental offences increase (Cawsey, 2000). The scale 
of the losses sustained to date by the insurance industry over environmental issues is 
huge.
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'As much as a fifth o f the losses which rocked Lloyd's insurance market to its 
financial foundation were linked to policies covering risks related to asbestos, 
soil contamination, and toxic or radioactive wastes. ’ (Elkington, 1997:27)
As a result some forward-looking insurers are determined to make sure that industry 
is alert to environmental risks. At the end of 2001, the Association of British Insurers 
(ABI) issued guidelines on how companies should tackle and report on social, ethical 
and environmental issues (Environment Daily, 2001b). Environmental risks were 
singled out within these guidelines, as the "most significant" CSR-related risks 
companies face.
The number of ethical investment trusts and pensions is also growing. For example, 
one of Britain’s largest insurance and pension fund managers (Morley Fund 
Management) have made the decision to vote against the annual account of any top- 
100 firm that fails to produce an environmental report (Environment Daily, 2001a). 
It is also becoming much easier for investors to score companies according to 
Sustainability Indices such as the Dow Jones Sustainability Group index, 
Footsie4Good.
Nokia shareholder/lenders/insurers
Investors influence an organisation on a strategic level, rather than on day-to-day 
running of the company. As to whether any Nokia Shareholders, lenders or insurers 
have specifically asked to address environmental issues is unknown to the author. 
Nokia does however receive and reply to a number of inquiries and questionnaires 
from investor analysts companies and asset management firms. Further details on 
Nokia's shareholders and corporate governance can be found in the Nokia Annual 
Report, (2002)
5.1.2.8 Suppliers and supply partners organisation
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Supplier and supply partners organisations: Persons or organisations that 
provide or have the potential to provide a product (material or component) or 
service to Nokia and/or have formed a contractual agreement to research, 
develop new technologies and benefits with/for/by Nokia.
One mobile phone typically includes 300 to 400 components, which means Nokia is 
therefore dependent upon a huge supply chain involving companies from all over the 
world (Hâikiô, 2002). Suppliers include all those organisations who may provide 
components, modules, assessories, packaging materials, design resources, logistic 
services, recycling services or maybe mutual benefits such as market development, 
product development, system development, research, data access, standards, bench 
marking or financial services. The scope is very wide and this is probably the largest 
of the stakeholder groups after consumers.
Nokia’s suppliers fall into two categories: suppliers and supply partners. What 
actually distinguishes a supplier from a partner organisation is not distinct and every 
approved supplier is actually a potential partner. However, in progressing from a 
supplier to a partner, the characteristics of the relationship between the organisation 
and Nokia develop in terms of trust, information sharing and exclusivity. Nokia has 
contractual trust with all supplier organisations, yet the trust between Nokia and a 
partner is a much stronger, strategy-based trust. The level of information sharing 
also increases from a supplier to partner relationship as does the level of integration. 
Partner organisations often have an exclusive relationship with Nokia, that is, the 
partner does not have a similar relationship with a Nokia competitor. Partner type 
relationships are often characterised by sharing risks and rewards; strong 
partnerships may also have shared and harmonised processes and strategies.
The influence that a supplier may have upon Nokia will vary according to the 
product or service (market importance) and the company itself. Although some 
suppliers may have strong social and environmental policies of their own it is 
unlikely that they would place pressure upon Nokia over these issues because of the 
nature of the relationship. The pressure on environmental issues is more likely to
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come from the opposite direction in the form of contractual agreements, 'Supplier 
Environmental and Ethical requirements' and requests for material content 
information.
Technically, contract and joint venture manufacturers should also be included in the 
supplier and supply partner organisation. However as they form a distinct group, 
they are discussed separately as follows:
Contract & joint venture manufacturers : Persons or organisations manufacturing 
products or services to Nokia specifications to be sold as such and /or under the 
Nokia brand name (as defined by Nokia).
Nokia has a number of contract manufacturers and subcontractors and has entered 
into several joint ventures over time, particularly in the areas of manufacturing and 
research and development. As with suppliers, while this stakeholder group may have 
their own environmental policies, it is unlikely that they would enforce any 
environmental requirements upon Nokia. Some examples of Nokia's Joint venture 
include Beijing Capitel Nokia Mobile Telecommunications Co., Ltd. in China; 
Symbian Limited in United Kingdom; and Meridea Financial Software Oy, in 
Finland (Nokia (2003)).
5.1.2.9 Trade Associations
Trade associations: Organisations o f people in manufacturing or business engaged 
in expanding or protecting their mutual interests. (Encarta, 1999)
Trade or Business Associations are representatives of companies. As a far as 
environmental issues are concerned, this stakeholder group has dual roles. On the 
one hand they encourage companies to adopt environmental policies and implement 
environmental practises, but on the other they also lobby against legislation and 
political bodies to make sure legislation is practical and easy to implement.
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Examples of the main trade and electronics associations are listed below, in Table 
5.5.
Table 5.5. Examples of Trade Associations
Name Region Description
EIA US Electronic industries alliance is a trade organisation 
(www.eia.org)
AEA us American Electronics Association
Orgalime Europe European federation of national industrial associations 
representing the European mechanical, electrical, electronic 
and metal articles industries (www.orgalime.org)
E1CTA Europe The European Information and Communications Technology 
Industry Association (www.eicta.org)
JBCE Japan Japanese Business Council in Europe
JEICTA Japan Japan Electronics and Information Technology Industries 
Association (http ://www.jeita. or.jp/english/index.htm)
1AM TA||||;|1||| Australia Australian Mobile Telecommunications Association 
(http://www.amta.org.au/)
5.1.2.10 Trade Customer
Trade Customer: Persons or organisations who are the recipients o f a product or 
service o f Nokia who provide the communication service, facilitate the distribution 
and/or the interface between Nokia and the consumer
Trade customers provide the actual communication service and/or deliver the 
product to the end-consumer. Divided into four different categories, trade customers 
include Operators, Distributors, Retailers and Resellers. These different categories 
have been defined as follows.
Operators: persons or organisations who operate the infrastructure equipment 
o f a mobile phone network and/or are licensed to sell the airtime on the 
network to end users and may retail the mobile communicators to the end
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consumer through their own outlet stores or via another retailer. (Adapted 
from Nokia definitions for Network operator and Service provider)
Distributers: persons or organisations who distribute Nokia products or 
services to operators, retailers and resellers.
Retailers: persons or organisations who retail mobile communicators to the 
end consumer, through their outlet stores.
Resellers: persons or organizations who purchase bulk airtime and resell it.
As part of the telecommunications industry, trade customers (particularly operators) 
are increasingly interested and becoming proactive with respect to environmental 
and social issues. Their concerns are naturally similar to those of a mobile phone 
company, with particular attention being paid to product properties, end-of-life 
management and supply chain performance. To express these concerns and 
encourage responsible behaviour some trade customers have introduced 
environmental and ethical procurement principles and clauses into their contractual 
agreements. Some have even published environmental guidelines for their suppliers 
(e.g. “3 G Greenbook initiative”, initiated by T-mobile gives detailed requirements 
for hardware suppliers concerning product design, distribution, packaging, product 
use, and end of life (Fisher, 2003)), NTT DoCoMo Inc (Japanese cellular phone 
operator) has announced that they would stop doing business with any firms that had 
not implemented environmental measures by October 2001 (Nikkei BP AsiaBizTech 
2001).
Nokia trade customers
Nokia receives many questionnaires from trade customers enquiring about issues 
such as: ISO14001 certification, recycling guidelines, product material content data, 
supply chain management of environmental and social issues. Some of the more 
proactive customers have also introduced codes of conduct for supply chain 
management of environmental and social issues. Because of their direct interface 
with the end-consumer, trade customers also play a crucial role with respect to
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product takeback. For this reason, in some countries Nokia works directly with its 
operators and distributors and participates in national schemes (involving trade 
customers) to provide opportunities for consumers to bring back their obsolete 
phones for recycling.
5.1.2.11 Professional and academic organisations
Professional and academic organisations: Persons or organisations whose 
interests lie in developing, researching, advising, integrating or applying 
knowledge fo r  the benefit o f their own profession and/or society as a whole.
Research into sustainability issues by professional and academic organisations can 
have a great influence upon organisations and the overall research agenda. At a time 
when organisations do not necessarily have the time, resource or expertise to carry 
out their own research, relationships with professional organisations and universities 
are important as these research bodies can help companies keep up to date with new 
technologies and concepts. Nokia currently works closely and has several links with 
research bodies and universities; the Centre of Environmental Strategy is just one 
example.
5.1.2.12 Trade Unions
Trade Unions: Organisations o f (employees) persons formed to collectively 
represent, protect and improve employee needs. (Adapted from Collins Oxford 
Dictionary, 1994)
The principle objective of trade unions is to protect and improve employee working 
conditions and well-being. It is therefore not surprising that trade unions are a 
powerful corporate stakeholder with respect to social responsibility issues (i.e. 
employee wellbeing, health and safety in the workplace, working hours, pay and 
benefits). As the concept of sustainability has become more widespread and people 
now realise that environmental and social impacts often go hand in hand, recent
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developments also suggest that some trade unions are becoming more interested in 
environmental issues:
European trade unions crossed a symbolic threshold this week when the EU  
environment commissioner Margot Wallstrom addressed the executive 
committee o f the European trade union confederations (Etuc). Etuc has 
historically paid little attention to environmental issues, but according to 
Etuc’s Mark Sapir, its interest has grown with the emergence o f  a broader 
sustainable development agenda. ” (ENDs, 30/04/03)
“Brussels, 30 April 2003 - The European Chemical Industry Council Ceflc, the 
European Chemical Employers Group, ECEG and the European Miners, 
Chemical and Energy workers ’ Federations, EMCEF, have signed a 
Memorandum o f Understanding on Responsible Care. The work o f the group 
could include reviewing improvements in the safety, health and environmental 
(SHE) performance o f the chemical industry in Europe ” (Cefic, 2003)
5.1.3 Surrogate stakeholders
5.1.3.1 Biosphere
Biosphere: All o f the sentient beings o f the earth, and the natural habitats that 
provide for their food and shelter. (Camarota, 1999)
The biosphere provides Nokia with the raw materials, human resources and natural 
environment required for designing, manufacturing and marketing of mobile phones. 
In return, all Nokia activities have either a direct or indirect impact upon the 
environment and its sentient beings. As a complete complex system however, the 
Biosphere is a difficult stakeholder group to represent. It could be argued that 
certain elements or parts of the biosphere are represented individually (e.g. the 
World Wildlife Fund for nature campaigns for species, forest, marine, freshwater,
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climate change, toxics). However, it is unlikely that there are representative groups 
or ‘guardians’ for all the parts of the biosphere and of those that do exist, it is not at 
all clear that there is agreement on the interests of these species or wilderness; 
different ‘guardians’ might have different views. Furthermore a full understanding of 
how these individual parts are interlinked and interact with the Biosphere as a whole 
is missing; there are few, if any representatives for the biosphere as a whole. For 
these reasons the biosphere has been categorised as a surrogate stakeholder group.
It is not a novel concept that many people believe we have a responsibility for 
preserving our natural environment and the various species within. This desire to 
protect our environment is based upon by two very different forms of reasoning.
• There are those who feel that the basis for protecting the environment is best 
understood in terms of the responsibilities that we owe to other humans (this is 
known as anthropocentric ethics). Anthropocentric (human centred) ethics 
holds that only human beings have moral value, our responsibility to the 
natural environment is therefore indirect and we protect the environment for 
our own interests (e.g. health, employment (see Chapter 2, table 2.2) or simply 
aesthetic enjoyment).
• There are those who argue that we do have direct responsibilities to natural 
objects other than human beings (this is known as non-anthropocentric ethics). 
Non-anthropocentric ethics grants moral standing to natural objects such as 
animals and plants (des Jardins, 2001).
The field of environmental ethics is constantly developing: both anthropocentric and 
non-anthropocentric ethics can be extended in terms of time (see 1.3.2) and from 
focussing upon one individual living thing on to collections such as species or 
ecosystems. The solutions and policies developed for addressing and preventing 
future (socio-) environmental problems depend greatly, according to which 
perspective of environmental ethics is applied.
From a practical perspective, although the Biosphere as a whole cannot be 
represented, companies like Nokia need to consider the impacts their operations and 
products have upon both the immediate and wider environment and identify ways to
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minimise these. Life -cycle thinking (see Chapter 2, Section 2.2.2) is just one tool 
that provides the framework to drive for overall environmental benefits. If 
companies are to genuinely reduce their overall environmental footprint, they must 
first understand what that footprint is and must make the necessary commitments to 
improve their environmental performance. Research to further understanding of the 
interactions between a company’s operations and natural environment is an essential 
part of this.
5.1.3.2 Future Generations
Future generations: Those persons who have yet to be born.
Future generations form another ‘surrogate’ stakeholder group. It is impossible to 
accurately predict the concerns and values of future generations (e.g. they might 
place greater emphasis on preserving the environment, or perhaps non at all). Yet 
from biological, philosophical and ethical grounds there are reasons to consider 
responsibility toward future generations. Considering the needs of future generations 
is also central to the concept of sustainable development. An example used by des 
Jardins (2001) that helps to make our responsibility through ‘temporal location’ 
more tangible, is to imagine:
“...a trip on a crowded long-distance train. As the train leaves one station, 
someone places a package aboard that contains a highly toxic and explosive 
gas. The gas is packaged in a container that the sender knows is not strong 
and may well leak before reaching its destination. It will certainly leak i f  the 
train is involved in an accident or derails or i f  some passenger accidentally o f  
intentionally interferes with, mishandles, or attempts to steal the gas. All these 
events have occurred in the past. Any leak will probably kill those people close 
by and do serious harm to others, Some but not all the passengers know about 
the container, and no one has consented to its being aboard the train... Even i f  
the sender hopes and believes that no accident will occur or even i f  the sender 
had no alternative means o f sending the package and cannot afford a safer
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container, we would condemn this person for jeopardising the lives and health 
o f many people. ” (des Jardins, 2001:74-75)
This example, used as an analogy for creating and storing nuclear waste where the 
passengers are thousands of generations, highlights that many of our actions today 
are placing people of future generations at risk because we wish to maintain our 
current comfortable way of life. A sustainable form of development is one in which 
we consider the interests of our future generations to the same extent as we consider 
our own, i.e. both current and future desires are considered equally.
From a corporate perspective, attending to the needs of future generations is not a 
matter of engaging with a particular person or stakeholder group (as one does not 
exist), but rather it is in the shape of making a commitment to sustainable 
development. Although many companies have made a commitment to sustainable 
development and are making progress regarding their environmental and social 
performance, many companies have yet to determine what sustainable development 
actually means within the context of their own operations. Futurity issues pose a 
particular challenge as most company decision-making processes and employee 
reward schemes (the two are obviously interlinked) focus on achieving short-term 
goals. This does not mean that it is impossible for companies to consider the needs 
of future generations and therefore achieve sustainable development, only that our 
current ways (and mindsets) will need to be expanded and adapted if they are going 
to be successful in doing so.
5.1.3.3 Industrial Sector
Industrial Sector: A branch o f manufacturing or commercial enterprise concerned 
with the output o f a specified product or service (Collins Oxford Dictionary, 1994)
Industry is a collective term for all the organisations concerned with the output of the 
same products and services. In this instance however, we are referring to the industry 
as one body and are concerned with how we view and are affected by it. This
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stakeholder group is closely linked to Trade Associations (section 5.1.2.9), but Trade 
Associations often tend to be regionally biased, or do not represent the entire 
industry.
Table 5.6 SIC Description for 3663 (SIC Manual.2000)
SIC Description for 3663 (SIC Manual, 
http://www.osha.gov/oshstats/sicser.html)
Division D: Manufacturing
Major Group 36: Electronic and other Electrical Equipment and components, except computer
Industry Group 366: Communications Equipment
3663 Radio and Television Broadcasting and Communication Equipment.
Establishments primarily engaged in manufacturing radio and television broadcasting and communications 
equipment. Important products o f this industry are closed-circuit and cable television equipment; studio 
equipment; light communications equipment; transmitters, transceivers and receivers (except household and 
automotive); cellular radio telephones; communication antennas; receivers; RF power amplifiers; and fixed 
and mobile radio systems. Establishments primarily engaged in manufacturing household audio and video 
equipment are classified in Industry 3651 ; those manufacturing intercommunications equipment are classified 
in Industry 3669; and those manufacturing consumer radio and television receiving antennas are classified in 
Industry 3679.
•  Airborne radio communications equipment
•  Amplifiers: RF power and IF
• Antennas, transmitting and communications
•  Broadcast equipment (including studio), radio and television
• Cable television equipment
•  Cameras, television
•  Carrier equipment, radio communications
• Cellular radio telephones
• Citizens' band (CB) radios
• Closed circuit television equipment
•  Digital encoders
•  Encryption devices
•  Light communications equipment
• Marine radio communications equipment
• Microwave communications equipment
• Mobile communications equipment
•  Multiplex equipment, radio
• Pagers (one-way)
• Phototransmission equipment
•  Radio and television switching equipment
• Radio receiver networks
• Radio transmitting and communications antennas and ground
• Receivers, radio communications
•  Satellites, communications
•  Space satellite communications equipment
• Studio equipment, radio and television broadcasting
• Telemetering equipment, electronic
•  Television monitors
• Television transmitting antennas and ground equipment
• Transceivers
• Transmitter-receivers, radio
•  Transmitting apparatus, radio and television
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As demonstrated Nokia has many different stakeholder groups with respect to 
environmental and social issues and depending on the situation these stakeholders 
can be more specifically defined. The following section describes the selection of the 
specific stakeholder groups to participate in the study.
The Central Statistical Office produces a standard classification list of all Industrial 
sectors. Otherwise known as SIC, the Standard Industrial Classification lists the 
sectors and gives each a 4-digit code, which categorises and uniquely identifies the 
business activities. According to the SIC, Nokia Mobile Phones falls under the code 
3663 (see Table 5.6), the details of which are as follows (SIC Manual, located at 
http://www.osha.gov/oshstats/sicer.html ).
It is essential for any organisation to be aware of what is happening in its own and 
other industries. Industries are continually researching new and better technologies 
and developing into different forms. In terms of product design of mobile phones, 
even the automotive, watches, home appliances and sports shoes industry have an 
influence, which also crosses in the opposite direction (Nuovo, 2000).
5.1.4 Selecting the stakeholder groups
Of the seventeen categories of stakeholders illustrated in Figure 5.2, this study 
focused upon two groups: employees and consumers. This section describes how and 
why this pair of particular stakeholders was selected. The first step in the decision­
making process was to develop a better understanding of the characteristics of the 
stakeholder relationships with Nokia with respect to environmental and social issues.
5.1.4.1 ‘Core-extended’ system approach
The ‘foreground-background’ or ‘core-extended’ system is an approach developed 
primarily for life-cycle analysis to study systems such as the management of waste 
or end-of-life recycling options (Clift, 1997). By adapting the definitions, this same
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approach can be used to divide the stakeholder groups according to their interactions 
with Nokia. Figure 5.3 illustrates Nokia stakeholders mapped onto a ‘core-extended’ 
system according to the attributes of power and legitimacy (as described in Chapter 
4) in a normal mode o f operation. The stakeholders in the core system are those who 
are considered to have the most power and legitimacy with respect to Nokia and 
environmental and social decision-making and are therefore considered of key 
interest in the study. Those stakeholders in the extended system, whilst still 
substantive are considered secondary in comparison to those in the core system.
Figure 5.3: Nokia stakeholders mapped onto a core-extended system
Trade Associations R o f&  Academic org.i
Competitors
Media
Suppliers (Gbntract & J/m anu)
Trade Customers
Local Communities Surrogate
Bid Consumers
Employées
Shareholder/insurer/lender
Legislative & governmental org.s
Extended
Core
Core system
Employees'. As a stakeholder group, employees (ranging from top management to 
production workers) are both extremely influential (powerful) and have legitimate 
rights in determining what a company does (e.g. as defined by available skills and 
competences) and how it does it (e.g. in line with the company values). In most cases 
they are also directly affected by company decision-making. This applies to all 
manner of issues whether it is product design, Intellectual Property Right (DPR) or
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sustainable development and for these reasons employees are located in the ‘core’ 
system.
End consumers'. In 2003, 80% of Nokia net sales were attributed to their consumer 
products (i.e. mobile phones as opposed to network equipment) and thus end 
consumers as a stakeholder group are very powerful (see Section 5.1.2.2 and Nokia 
(2003)). Environmental decisions that result in product changes12 can have a direct 
impact upon those consumers who own mobile communication products (i.e. actual 
rather than potential consumers), who by owning Nokia products have a legitimate 
claim to being affected and speaking out.
Legislative & Governmental organisations: Of all the various stakeholder groups, 
legislative and governmental organisations have a great deal of power with respect to 
all aspects of a company’s operation and environmental and social issues (e.g.; 
Restriction of Hazardous Substances within electrical and electronic equipment, 
Licenses to Operate). For this reason legislative and governmental stakeholder are 
located in the ‘core’ system.
Local communities - As far as the sponsor organisation is concerned, the 
communities that are most likely to be affected are those situated nearby Nokia 
manufacturing sites. Wherever production sites are located (e.g. Salo in Eastern 
Finland), many of the Nokia employees will live with their families in the local 
community. Due to the environmental and social impacts directly associated with 
manufacturing sites (employment, traffic burden) local communities are recognised 
as having a legitimate claim and are therefore a ‘core’ group.
Suppliers, Contract Manufacturers and Joint ventures -  any decisions regarding 
product design, manufacture or relationship management will have a direct impact 
upon Nokia’s supply chain. Equally so, suppliers have the ability to directly affect 
Nokia; the company’s ability to manufacture mobile phones is dependent on whether
12 A useful example is the use of certain substances (e.g. Nickel) in products. Nickel is banned within 
the jewellery industry as it can cause allergic reaction when it comes in contact with skin, but at the 
moment no such legal restriction applies to the electronic industry. NB as a proactive measure Nokia 
has banned Nickel within those applications intended to come into long or constant contact with the 
skin
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suppliers deliver components, parts and services on time and to specification. See 
section Chapter 2, section 2.2.2 for more information of responsibility throughout 
product life cycles.
Shareholders, insurers and Lenders -  from an overall business perspective, this 
group (together with legislative and governmental organisations) have a great deal of 
influence (and legitimate rights) over a company decisions and associated 
operations. This influence naturally includes environmental and social issues and 
therefore shareholders/insurers/lenders are positioned within the core system.
Trade Customers -  Although Nokia does sell some products straight to the end user; 
a significant amount is sold via trade customers. Trade customers, like consumers, 
are therefore an influential and legitimate stakeholder group and are located in the 
core system. See section 5.1.2.10 for more information regarding trade customers 
and environmental and social issues.
Extended system
All of the interest groups located within the extended system do have the ability to 
affect and be affected and/or have a legitimate claim for any effect to be recognised, 
with respect to Nokia and environmental decision-making. At present, the extent of 
their influence however, under normal conditions is not as substantive as those 
located in the core system. In certain (abnormal) situations the distribution of 
stakeholder groups between the core and extended systems could be different.
Even when considering the life cycle of a mobile phone (see Chapter 2, Figure 2.5), 
it is obvious that the nature of the interactions between Nokia and its various 
stakeholder groups can vary for each stage. To see how Nokia stakeholders are 
mapped onto a ‘core-extended’ system for the each phase of a product life cycle and 
the predominating direction of influence within each Nokia-stakeholder relationship 
refer to Progress Report 1 (Oxley-Green, 2005a).
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5.1.4.2 Gap analysis of participation processes
Having made a core-extended categorisation, the next step was to consider with 
which stakeholders did a form of dialogue already exist and therefore where were the 
most benefits to be gained through increased understanding of the stakeholders’ 
attitudes. From this review and consideration of the practical aspects, it became clear 
that the study should focus on employees and end consumers.
• Employees: As highlighted in section 5.1.1.1 little is known about the specific 
views and attitudes that Nokia employees have towards the environment and 
their employer. Acknowledging that employees are pivotal in the development 
and implementation of effective company environmental and social 
responsibility policies, getting a better understanding of their views and 
attitudes could provide possibly the most benefits to the company.
• End Consumers: Of all the core stakeholders consumers are possibly the most 
numerous, widely spread (geographically) and (except for those who are 
particularly interested in environmental issues) tend to be less proactive in 
defining their environmental priorities to Nokia. For this reason and as 
highlighted in section 5.1.2.2, at the time of this research there was little 
understanding of consumers’ views and concerns towards these issues. As a 
consumer electronics company, understanding consumers’ attitudes is crucial 
to market success and as a result this group are key in driving environmental 
and social issues from a business perspective.
See Oxley Green (2005e) for more information of the selection process.
5.2 Defining the Project Scope
Section 5.1 focuses upon the identification of Nokia stakeholders, this section details 
the key decisions that had to be made to determine the scope of the project, namely 
the: project aims and objectives, site selection and a more detailed background 
review of attitudes towards environmental issues.
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5.2.1 Aims & Objectives
The original aim of this project was to assess people’s attitudes towards 
environmental issues. As the study progressed however, during the pilot it became 
evident that the participants did not always make a clear distinction between 
environmental and social issues, and often introduced ‘health’ or ‘community’ issues 
into the discussion. For this reason it was proposed to extend the scope of the 
discussion to also include social issues in the full study. This suggestion was 
supported by certain changes ongoing within Nokia regarding how environmental 
and social issues were being managed, namely the formation of the CSR group. The 
notion of dealing with environmental and social issues collectively is also in line 
with the concept of sustainable development. Therefore, the first part of the study 
(pilot) focused specifically upon peoples’ attitudes towards environmental issues, 
whilst the second had a broader scope focusing upon peoples’ attitudes towards 
environmental and social issues. The specific aims of the stakeholder consultation 
study are outlined in Tables 5.7 and 5.8 respectively:
Table 5.7: Aims of Pilot Study
• Identify what environmental issues employees associate with Nokia and 
what are their views on these issues
• Determine how employees see environmental issues alongside other 
business issues
• Identify who or what do employees feel motivates Nokia on 
environmental issues
• Assess whether employees believe that Nokia cares for the environment 
and for what reasons
• Determine what issues do employees feel Nokia could or should be 
addressing
• Identify what environmental issues employees associate with their own 
work within Nokia and what are their views on these issues
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Table 5.8: Aims o f Full Study
• Understand people's attitudes towards environmental and social issues 
and identify priority issues
• Assess how environmental and social factors impact on people's views 
towards companies
• Identify which environmental and social issues are associated with 
Nokia, the attitudes towards these and expectations towards specific areas 
of environmental and social responsibility within the company
• Gauge perceptions of Nokia's performance in environmental & social 
issues, and determine priority issues for Nokia
• Assess what environmental and social issues Nokia could or should be 
addressing.
For employees, this study also aims to:
• Determine to what extent, if at all, people consider environmental and 
social issues within their own work and the reasons why.
5.2.2 Site Selection
Having defined the project aims and selected the stakeholder groups to participate, 
the next step was the site selection. For purely practical reasons, it was decided that 
that the study would be piloted in UK. After that, however, as Nokia is a global 
company with respect to both their employee and consumer base, locations were 
selected according to those that would provide the most useful information to the 
business: employee locations were selected according to the number of personnel 
(see Table 5.9, a) and the type of operation conducted at the site (i.e. production or 
R&D), end consumer locations were selected according to countries of high 
‘potential’ volumes (see Table 5.9, b).
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Table 5.9. Nokia 10 major countries (personnel) and markets (net sales) 
a) 10 Major countries, personnel (Nokia, 2003) b) 10 Major Markets, Net Sales (Nokia, 2003)
2003 2002 2001
Finland 22 274 22 535 22 246
USA 6 636 6 661 7 298
China 4 595 4 778 5 202
Germany 3 486 3 620 3 892
Hungary 2 571 1 975 1 937
UK 1 947 2 139 2 286
Brazil 1 497 1466 1413
Mexico 1 290 1 158 1 198
Denmark 1270 1 176 1 166
South Korea 743 821 864
2003
EURm
2002
EURm
2001
EURm
USA 4 475 4 665 5 614
UK 2 693 3 111 2 808
Germany 2 297 1 849 2 003
China 2 013 2 802 3 418
UAE 1 886 925 619
India 1 062 539 264
Italy 1 003 1 342 1 168
France 867 1 273 1260
Brazil 805 773 892
Spain 748 531 644
The final locations and site categories were as follows:
Employees:
- Research & Development facility, Nokia UK in Southwood, Southern UK
- Global Head Office, Nokia House in Espoo, Southern Finland
- Research & Development and Regional Head Office, Nokia in FortWorth, Texas, 
US
- Manufacturing facility, BNMT in Beijing, China
Consumers:
- Beijing, China 
Sao Paulo, Brazil
Profiles of each location are provided in Chapter 7
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5.2.3 Attitudes towards Environmental and Social issues
Literature highlights that awareness and concern for environmental quality is 
widespread and in many countries continues to rise (Elkington, 1997; Defra 2001). 
Before understanding the specific nature of peoples concerns, it is useful to 
understand the possible reasons behind their concerns. Two of the predominant 
explanations for the rise of environmentalism are respectively known as the 
environmental and cultural explanations.
Environmental Explanation
According to the environmental explanation, the ecological movement is a direct 
response to the degrading state of the natural environment. As a result of scientific 
and technological innovation, it is now easier to track environmental degradation 
(e.g. size of the ozone hole, impacts of climate change) and this information is now 
available to wider number of people through the global media. The environmental 
thesis provides a plausible explanation for the rise of environmentalism in places 
where the environment has deteriorated, e.g. areas that have suffered a loss of 
biodiversity and ecosystems (see Chapter 2, Table 2.2). However, it does not account 
for those cases where the environment has been arguably improved; air quality in 
UK urban locations for example has dramatically improved over the last century 
(Netcen, 2004). This suggests that there is more to consider than simply the 
perceived state of the environment itself.
Cultural Explanations
Cultural explanations for the rise of environmentalism are based upon the changing 
of people’s values. A distinction has been drawn between the Post Material Values 
Thesis and the Risk Society Thesis. According to Inglehart’s theory of post material 
values, concern for environmental quality is a post material concern (Inglehart, 
1990). Drawing from Maslow’s hierarchy of human needs this means people must 
have met their basic material needs (i.e. food, warmth and security) before they can 
go on to develop other needs for more nebulous issues (i.e. quality of life, 
environmental quality). Therefore, Inglehart’s (1990) thesis has been interpreted as 
suggesting that environmentalism is a white, urban residential, middle-class concern, 
typically associated with industrialised nations. Recent research opposes this thesis
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however, highlighting that disadvantaged groups and residents of poorer nations 
often express both an understanding of and concern for environmental issues and that 
other factors, such as education, cultural assets and gender, also have an impact on 
people’s attitudes (Dunlap & Mertig, 1995; Skogen, 1996). Environmental quality 
can therefore be considered a material need in its own right (e.g. clean air and 
water); furthermore it is possible that people can hold post-material values without 
having basic economic needs adequately met.
The second cultural explanation is the risk society thesis. In his research, Beck 
concludes that environmentalism is a response to the risk society (Beck, 1992). He 
highlights that the concept of risk and the practice of risk management are essential 
features of modem society. Modernisation and the development of science and 
technology have induced and introduced a number of hazards and insecurities, for 
example air pollution, radiation (nuclear power), food toxins (GMOs), break-up of 
communities.. .’’thereby endangering ‘nature’ (in the sense of peace, recovery) from 
within and without” (Beck 1995:56). Environmental concern and activism are 
therefore positioned as a form of rebellion against the increasing risks from our 
industrial society; nature is viewed as a safe haven free from socially induced 
hazards. Beck’s risk society thesis is often suggested as one of the reasons why 
environmental concern is often highest among urban residents (Tremblay & Dunlap, 
1978)
5.2.3.1 Consumer research.
Section 5.1.2.2 introduced consumers as a Nokia stakeholder group, the concept of 
green consumerism and the various methods currently used to provide environmental 
information. This section takes a closer look at consumer attitudes towards 
environmental and ethical issues.
People do consider a firm’s environmental and social reputation in their purchase 
decisions (MORI, 2000; Zint & Frederick, 2001). Although few consumers are 
directly motivated to select goods based on environmental factors if  primary 
considerations such as price and quality are considered equal, consumers are likely
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to react favourably to companies who are thought to be responsive to environmental 
and community concerns (Wong, 2004). Yet for many, green or ethical consumerism 
is about 'feeling good' and 'consuming with a clear conscience', which currently 
supports rather than drives brand choices (Nokia, 2004).
Existing research on individual domestic action (e.g. recycling) and environmental 
and ethical consumerism suggests that levels are highest amongst urban residents, 
the young, the middle classes and those with higher levels of education (Taylor, 
1993; Skogen, 1996; Wright, 1998; Mori, 2003). As such, environmental or ethical 
consumerism correlates with Inglehart’s thesis on post-materialism. Women are also 
often seen as more inclined towards environmentally protective or ethical consumer 
behaviour (Zelezny et al., 2000).
Surveys highlight that 2 in 5 European consumers have bought a product or service 
because of its links with good causes or a product labelled as social ethical or 
environmental (MORI, 2000). In the UK, annual sales of fair trade food products 
reached f  100m in 2004, after 40-90 per cent annual growth for a decade (Vidal, 
2004). The need for human technologies, personal well-being and work-life balance, 
the rising influence of women in steering more of the world’s consumer spending 
and awareness and concern for societal issues are all seen as increasing the consumer 
pull of sustainable products within the coming years (Nokia, 2004). Even in 
developing consumer markets, some educated and cosmopolitan groups are showing 
signs of sustainable values, for example some urban, higher-income Chinese are 
beginning to show a preference for organic foods as awareness of pesticide dangers 
spreads (Nokia, 2004).
S.2.3.2 Employee research
For companies to realise their commitments to sustainable development and achieve 
improved environmental and social performance, it is essential for them to develop 
policies and procedures that gain the support of their employees. Understanding 
employee attitudes to the environment and corporate responsibility plays a key role 
in this process. Furthermore, a recent study conducted by MORI (2005) highlights
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that when hearing about a company’s contribution to society and the environment, 
people are far more likely to believe the word of someone who works for that 
company, than a company brochure or advert. This suggests that employees can also 
be influential advocates of a company’s achievements with respect to sustainability 
issues.
Evidence suggests that it is increasingly important for employees that companies are 
responsible to society and the environment (MORI, 2005). These concerns come 
from a desire to create value for the company (for example through successfully 
integrating into local communities, gaining customer contracts, receiving good 
publicity), but also expectations that stem from organisational culture and 
employees’ own personal attitudes (Camarota, 1999; Panapanaan & Linnanen, 
2003).
When investigating the type of issues companies should be concerned about, 
evidence suggests different expectations for small companies as opposed to large 
companies. For example, MORI, (2005) highlights that employees working for large 
companies (more than 500 employees) are more likely to think companies should 
contribute across the board with respect to environmental and social issues, 
compared to those working in smaller companies.
Wehrmeyer & McNeil (2000) review how employee environmental attitudes vary 
according gender, age, rank and department placements. Their research indicates that 
female employees are more likely to be actively involved in environmental 
behaviour than men (as highlighted above in consumer research), and that women 
show greater scepticism towards the role of technology in the search for solutions to 
environmental problems. Men’s attitudes to the environment are much more 
influenced by their position in the organisational hierarchy than women’s attitudes. 
Furthermore, those men working in field and manufacturing tend to uphold the 
notion of technological omnipotence far more than their male colleagues working in 
research and development departments.
Studies investigating the impact of employee age upon environmental concern are 
not so clear. For example, whereas Wehrmeyer & McNeil (2000) find few
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significant differences across age groups, research conducted by Petts et al. (1999) 
found employees under 25 to express less overall concern for environmental issues 
than those over 50. Senior managers participating in research by Finemann & Clarke 
(1996) on the other hand, stated that new, younger, employees were more 
environmentally aware than their incumbent peers, but they were uninfluential on 
corporate policy.
While the literature presents an array of research investigating employee attitudes 
towards environmental issues, as far as the author is aware, there is very little 
publicly available literature that compares the environmental concerns of employees 
across different countries. Furthermore, investigation of employee attitudes towards 
corporate social responsibility is also limited and needs to be further explored to 
ensure companies develop practical and supportable approaches towards sustainable 
development.
Conclusion
Nokia has a number of different stakeholder groups, all of whom exert different 
views and expectations with respect to the environment, corporate responsibility and 
Nokia. Research into environmental attitudes indicates that concern about the state of 
the environment is not limited to any one particular race, culture or financial status; a 
habitable environment has come to be seen as a basic need in its own right. What is 
found to differ, however, is the kinds of concerns that people (or groups) voice, the 
priority they attach to environmental issues and the forms of action they are prepared 
to take in the expression of their environmental concerns.
This chapter provides a comprehensive review of Nokia stakeholders with respect to 
environmental and social issues. By using a ‘core-extended’ system approach, the 
key stakeholder groups of interest to this study were categorised through mapping 
each group according to their power and legitimacy with respect to Nokia and 
environmental and social decision-making. A gap analysis of existing participatory
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processes was then conducted to ascertain that the research should focus on Nokia 
employees and consumers.
While research indicates increasing consumer concern and action with respect to 
‘green’ or ethical consumerism and increasing employee expectations for responsible 
corporate behaviour, at the time of the study, very little research had been conducted 
to specifically investigate attitudes with respect to the responsibilities of mobile 
phone companies such as Nokia. Further understanding of stakeholder (such as 
employees and consumers) attitudes is needed to ensure that the global policies and 
decisions implemented by companies are practical and realistic through reflecting the 
variety of views and expectations of those people they impact.
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Chapter 6 
Stage 2: Ascertaining Stakeholder Concerns - Development 
of Research Methodology. 
Introduction
The previous chapters have set out the background to this research. This chapter 
details how the research was carried out, representing stage 2 in the stakeholder 
consultation process.
1. IDENTIFICATION OF 
STAKEHOLDERS
2. ASCERTAIN STAKEHOLDER 
CONCERNS
3. ANALYSIS AND EVALUATION
4. ADDRESS & FEEDBACK ISSUES 
INTO COMPANY
Section 6.1 describes the choice of methodology and planning procedure. Sections
6.2 and 6.3 go on to discuss how the research was carried out in practice; firstly as a 
pilot study and then secondly as an extended study. These sections pay particular 
attention to gaining consent to conduct the research within the company, 
development of the discussion guide, participant sampling and recruitment, practical 
considerations and lessons learned from conducting the research. Section 6.3 also
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discusses the role of facilitation in more detail and reflects upon the use of an 
external research agency for stakeholder dialogue. Section 6.4 then outlines the 
process used to analyse the data and finally the questions posed to employees and 
consumers are summarised in section 6.5 for reference.
6.1 Research Design
6.1.1 Choice of Social Research Methodology
Chapter 4 (section 4.3) provided an introduction to Qualitative and Quantitative 
research methods and explained why qualitative research is most suitable for this 
project. Reviewing the various techniques available (see Chapter 4, Table 4.1), focus 
groups were selected as the main investigative tool. Focus groups, like interviews, 
enable the researcher to get a detailed understanding of people's feeling and motives 
(BT, 1997), yet provide access to a relatively large number of views in a relatively 
short amount of time (Fielding & Thomas, 2001). They are appropriate for 
investigating attitudes and cognitions, and are often used when entering into a field 
of little experience and prior research as their flexibility enables the facilitator to 
explore unanticipated issues. In addition to providing a deep understanding of 
people’s needs and opinions, the group environment provided by focus groups is 
believed to result in relatively spontaneous responses from participants and a relaxed 
environment (in comparison to a one-to-one interview) (Krueger, 1994; Gibbs 1997). 
This is desirable as environmental and social issues are not necessarily topics which 
people normally think about in depth.
6.1.2 Planning the focus group study
The focus group study was implemented in two stages: firstly as a pilot study and 
secondly as an extended study. The reason for this two-step approach was to enable 
the researcher to build experience and to test whether the full study was feasible. As 
suggested by Teijlingen et al. (2001) the pilot study was also useful in convincing 
others that the extended project was worth supporting and funding. Figure 6.1
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illustrates how the project was implemented and how the learning from the pilot 
study was used to help plan and implement the extended study (as denoted by the 
broken lines). Table 6.1 lists the key stages in conducting a focus group study and 
the relevant sections within the portfolio.
Figure 6.1 : Planning the research -  2 stages
Stage 1 : Pilot Study Stage 2: Extended Study
~  o
Feedback of results Feedback of results
Employee 
Focus G u u p s
Gbnsumer 
Focus G o u p s
Employee 
Focus G oups
Key Informant 
em ployee interviews
Data Cbllection, Analysis & B/aluation ~ Data Cbllection, Analysis & B/aluation
Ftoject Proposal & approval 
for pilot study
Project Proposal & approval for 
extended study
As highlighted by Morgan (1998) and Krueger (1994) the key stages in conducting 
social research include: Planning, Sampling & Recruiting, Conducting the Focus 
Groups, and Analysis & Reporting. These stages for a focus group are outlined in the 
following table and discussed in the subsequent sections as detailed:
6.1.2.1 Project Management - Steering Group
The Research Engineer took the role as project manager for the stakeholder 
consultation study. A steering group was also set up for both the pilot and extended 
study to provide the necessary guidance, support and to ensure the study provided 
benefits to Nokia whilst maintaining the objectivity and academic rigour required for 
a doctorate research project. The members of the pilot study steering group included:
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academic and industrial supervisors, local HR manager and Environmental 
Communications manager. The members of the extended study steering group 
included the CSR Director, Environmental Communications manager and Director 
of HR Communications. In addition to assisting in the practical aspects of the 
project, the steering group also provided a forum for decision-making and general 
consultation.
Table 6.1: Key stages in conducting focus group study
Research Stage Pilot Study, Extended
addressed in Study,
section addressed in
section
Planning
• Identify main goals and objectives of (Chapter 5) (Chapter 5)
research 5.2.1 5.2.1
• Prepare research proposal 6.2.1 6.3.1
• Initiate contact with external agencies if 6.3.3
applicable
• Estimate resource available and needed 6.3.3
• Book venue, refreshments and organise 6.2.3 6.3.5
equipment
Sampling & Recruiting
• Identify sample 6.2.3 6.3.5
• Participant Recruitment 6.2.3 6.3.5
Conducting the focus groups
• Developing questions and discussion guide 6.2.2 6.3.4
• Facilitating the discussion 6.2.4 6.3.6
Analysis & Reporting of data 6.4 6.4
6.2 Pilot Study
6.2.1 Gaining Consent
The first stage of this research was a pilot study involving employees working in 
Nokia's UK R&D facility. To carry out the research within Nokia UK, a project plan 
was prepared and presented to the respective management team. This plan 
underlined the nature of the study, who it would involve, why it should be carried 
out and the proposed timescale (for details of these documents see Oxley-Green
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(2005d)). The RE then discussed the project with each manager; all the managers 
were very supportive of the study.
6.2.2 Developing the Discussion Guide & trial sessions
Having gained support from Nokia to proceed with the study, one of the first steps 
was to start preparing the discussion guide. A discussion guide is a list of issues or 
questions that are to be pursued in the focus group, which helps to keep the 
discussion focussed on the research questions and provides topics should discussion 
dry up.
In this study, questions were first developed around the research aims, which were 
reiterated for the pilot study as in Table 6.2.
Table 6.2: Pilot Study Aims
• Identify what environmental issues employees associate with Nokia and 
what are their views on these issues
• Determine how employees see environmental issues alongside other 
business issues
• Identify who or what do employees feel motivates Nokia on environmental
• Assess whether employees believe that Nokia cares for the environment and 
for what reasons
• Determine what issues do employees feel Nokia could or should be
• Identify what environmental issues employees associate with their own 
work within Nokia and what are their views on these issues
Each of the key questions was then taken and, considering the desired level of depth 
or breadth for each issue, a series of 'sub' questions were developed. The questions 
were then organised into what was considered as the most logical sequence. An 
essential part of developing the discussion guide questions was to test the questions.
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As part of the preparation for this study (and as highlighted in Figure 6.1), key 
informant interviews and trial focus groups were conducted. The key informant 
interviews and trial focus groups were extremely useful in the development of the 
topic guide and to provide the researcher with an insight into levels of employee 
awareness and pertinent issues expected to arise from the discussions. Details on 
these interviews are as follows.
a) Key informant interviews. Three key informant interviews were carried out 
with: a senior engineer who had been working with Nokia for over five years but 
who had no specific knowledge of environmental issues; an employee working 
within the Quality department, who had worked with Nokia for one to two years and 
had some environmental awareness due to her role; and, an engineer who had just 
joined Nokia and had received no training with Nokia and whose environmental 
awareness was therefore unknown. These interviews provided information on the 
expected level of awareness from people who had difference exposure to 
environmental issues within the company and varying length of experience working 
there, which in turn identified the need for possible prompts.
Figure 6.2. Developing the Discussion Guide
Initial Discussion Guide
4
4 ---------- ►
p Development of
tu Discussion Guide' 4 ---------- ►
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4 ---------- ►
4
Informant
Interviews
Trial Focus
Group
Feedback from
colleagues
More realistic Gbre Discussion Guide
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b) Trial focus groups. Two trial focus groups were also carried out. The first 
involved support staff from the Centre for Environmental Strategy at the University 
of Surrey and the second involved participants from the Nokia environmental team 
located within the UK. Both groups provided useful facilitation practise for the 
researcher and further feedback on the Discussion Guide.
The process taken to develop the discussion guide questions is illustrated 
schematically in Figure 6.2. A list of the core questions asked within the focus 
groups can be found at the end of this chapter in Section 6.5.
6.2.2.1 Beginning the discussions: introductions, icebreakers and ground 
rules
The recommended format for focus groups is the welcome, the overview, 
introductions, the ground rules, the questions (i.e. the core of the focus group) and 
then the end and thanks. Conventional introductions involve stating name, past 
history and current status. However this means hierarchies are established 
straightaway (Pretty et al., 1995). It was decided in the UK pilot study to use an 
icebreaker of some sort. West (1997) provides a good selection of icebreakers. An 
icebreaker was identified from the facilitation course attended by the RE; 
participants were asked the two following questions:
Q. Which three words best describe your favourite colour?
These adjectives are supposed to describe how you see yourself 
Q. Which three words best describe your favourite animal?
These adjectives are supposed to describe how others see you
They were then asked to relay their answers and subsequently told what their 
answers implied. “Icebreakers” are somewhat personal and although this particular 
one worked well in the UK groups, a different approach might suit different 
facilitators and different cultures.
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Ground Rules also play a very important part in Focus Groups as they help to set the 
scene for the whole session (Krueger, 1988). They can also help to bring in shy and 
reserved participants into the discussion (Paterson, 2001). Sometimes people want to 
contribute but do not because they feel what they have to contribute is not impressive 
enough, ground rules can help to raise their confidence in the presence of others. 
Ground Rules can also be used to clarify concerns about confidentiality, which may 
also inhibit discussion. In the light of these issues and from experience gained in 
sitting in various focus groups, the following list of ground rules was drawn up (see 
Table 6.3) and used within the focus groups.
Table 6.3: Focus Group Ground Rules
• Respect for what everyone has to say (Respect for the individual is one of Nokia's core
• All contributions are valuable
• For a clear recording, only one person to speak at a time
• Confidentiality within the group/within 4 walls
• For the best outcome we all need to contribute
• Pis turn off mobile phones or put them on silent
•  Any more to add from the group?
Feedback from the trial focus group illustrated that Ground Rules are integral in 
setting the scene of the discussion and can make facilitation a lot easier through 
helping to build up confidence and respect within the group.
Pre and Post group forms
When participants first arrived at the focus group they were each handed a one page 
A4 form to fill in before the group started. This form included a number of simple 
'tick the box' questions which asked whether participants had received any 
environmental training, visited any of Nokia's environmental WebPages, read the 
environmental policy or the company's code of conduct. The form also asked 
participants to indicate whether they participated in any home activities such as 
waste recycling and finally, to make a note of any environmental issues they had
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heard of recently. A copy of this form is included in Appendix 6.1. Completed forms 
were then returned to the facilitator. The aim of this form was to get the group 
members thinking about environmental issues, to give an overview of expected 
environmental awareness and to provide the facilitator with a natural source of 
prompts of topical environmental issues. The form also usefully occupied 
participants until the rest of the group had arrived.
At the end of each group, participants were given a second form which aimed to get 
their feedback in order to identify areas for improvement. This feedback form is 
included in Appendix 6.2.
6.2.3 Sampling and Recruiting for the pilot study focus groups
Whereas quantitative studies employ large representative samples, qualitative 
studies, such as this, rely on smaller samples and hence typically rely on a form of 
purposive sampling (Krueger, 1988; May, 1997; Bumingham, 1999; Cronin 2001). 
To identify who should be invited to participate within the pilot study, the RE looked 
at the various stages in the development and manufacture of a mobile phone (see 
Chapter 2, section 2.2). Being located within an R&D facility, it was possible to 
identify a wide range of groups close to hand, who contribute to different parts of the 
product life cycle. It was decided to focus upon the following functions: Sourcing, 
Product Design, Engineers (inc. Software, Hardware etc). Operations, Marketing 
Research, After Market Services (AMS) and Human Resources. The ways in which 
these groups are most strongly linked to the product life cycle are illustrated in 
Figure 6.3 below.
To maintain some homogeneity within the group (Krueger 1994; Morgan 1988), it 
was decided to stratify the population according to the department/function in which 
people work. Full sampling lists for each department were acquired with the help of 
UK Human Resources (HR) department; however obtaining an up-to-date list of 
employees proved to be much more difficult than first expected. This was due, 
primarily, to the format in which the information is stored. It was also decided to put
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employees at Senior Management level into a separate group, as their presence 
within other groups might have influenced the discussion. According to Jones (1993) 
the reluctance to contradict a ‘senior’ person is relevant in all countries. Furthermore 
it was suggested that senior management would be more concerned with wider 
business issues than non-management participants. As it was difficult to determine 
levels of management from the sampling lists, senior managers were identified with 
the help of HR
Figure 6.3: Various Nokia Functions and how they are associated with the modified Life Cycle
Market Ftesearch
Sxirdng Human Ffesources
End
Manufacture/
Assembly
Supplier Use
Life
Nokia
OperationsDesign Engineers
In the cases where the functions only had a few people located at the site, it was 
decided that, instead of having a focus group for each function, two or more 
functions could be joined; this also maintained confidentiality, ensuring that 
participants would not be identifiable just by knowing the group in which they 
worked. Suitable amalgamations were discussed with the managers of the respective 
groups and it was decided that technical and non-technical people should be grouped 
separately. Potential participants were then selected at random from each function.
To recruit the participants, the selected employees were sent a personal email 
outlining the details of the study and asking them to respond, using the voting
143
Engineering Doctorate Abi Oxley Green
buttons available on Microsoft Outlook as to whether they were willing or unwilling 
to participate. This email is illustrated in Figure 6.4 below.
When selecting dates, plenty of forewarning was needed. Mondays and Fridays were 
viewed as good days for individuals who travel regularly. During the period April 
2001 to November 2001, eight focus groups were conducted; participation was 
voluntary and involved 35 participants in total from the departments and functions 
listed in Table 6.4 below.
After each focus group, participants were thanked for their time with a small gift and 
informed that they would receive feedback from the study after the results had been 
analysed and evaluated.
Figure 6.4: Recruitment Email
FW: UK pilot study - M essage (Rich Text)
• g lu  Çdit ÿ a w  in se r t Fgrm et Jocfe  M I oqs  y d p
X Ü W y  I HR# Reply to  At [ i& F o rttafd | S Lh [ lr | t & X ; * ’ ' » ' - £ E
r  j i i T l '  j <§> I B j  a  *  38 IE  t r  ijc !
i Yes, I am wilng to partklpate Ves. lam  wang to partWpetebcAcawot mate the date WojIvwujUnOtfcetopartfctrrf»
[from: Oxloy-Oreen AbioaKNHP/SouthwMKO
Itoi Oxfey-tireen Abigail {NMP/S<x*hwood)
;Subiect( fWiUKptot study
Sent: Mon 17/ 03/8 3 1?:30
DearXXXX.
The NOKIA W A Y  means an active, open & ethically sound approach to environmental issues. T o  help direct Nokia Environmental Activities we 
need a better understanding of our (i.e. ail employees) views and concerns towards environmental issues.
A pilot study is being conducted within the UK to find out the current perspectives of Nokia employees & you have been carefully selected  for the 
opportunity to take part In this study.
In participating, you will provide information to help Nokia identify environmental focus concerns and align future
environmental activities with real issues. This is also an opportunity to discuss and share your views about environmental issues related to Nokia, 
whatever they may be. Participation requires no preparatory work, no specific level of awareness, and the session lasts only 1 VJhrs, after which 
lunch will be provided.
The proposed date for this session is:
Date: 19th April 2001
Time: 10.30-12.00
Location: Nokia site, Farnborough
This study is supported by the UK management. Please indicate your willingness to participate, using the voting 
buttons above, by 5th April.
do look forward to hearing from you, your contribution will be invaluable.
Best Regards,
Abi
Environmental R esearch  Engineer
TEI no: 0 1 2 7 2  8 6 7 4 4 8
email: ab igail.ox ley-green@ nokia .com
"ID*. l lS f F W : U K  pilot » t o d y - ,V
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Table 6.4: Participant Department in the Pilot Study
• After Market Services • Design
• Engineering • Environment
• Facilities • Human Resources
• Marketing Research • Operation, Logistics & Sourcing
• Senior Management
6.2.4 Facilitation
Focus groups are used as a resource to understand how groups of individuals make 
sense of their social world and act within in, and it is the role of ‘facilitator’ (or 
moderator) to facilitate that process. During the focus groups, the facilitator 
promotes debate through asking open questions and where necessary, challenges 
participants to elicit a diverse range of meanings on the topic of discussion (Gibbs, 
1997). The Research Engineer (RE) facilitated the key informant interviews and the 
pilot study focus groups. To acquire the necessary skills the RE attended a 
'facilitation' course and also viewed a number of focus groups being conducted by 
external consultancies. This training and experience, together with reading the 
literature on the qualities of a good facilitator and looking through examples of how 
to pose questions, provided a good introduction to the art of facilitation; there is no 
substitute, however, for practise. A more detailed discussion on focus groups and the 
effect of the facilitator can be found in Section 6.3.8.
6.2.5 Practical considerations in the Pilot Study
From a practical perspective there were a series of issues to be considered when 
planning and conducting the groups. For further information, Cronin (2001) and May 
(1997) provide useful practical guidelines on organising focus groups including 
considerations about venue, room set up and equipment etc.
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Venue Location ~ It is suggested that taking employees away from their normal 
workplace will generally provide the most conducive conditions for discussion (BT, 
1997); however, as Cronin (2001) points out, the venue needs to suit both the 
research and the types of participant to be recruited. In this case, on-site discussion 
was deemed more practicable in terms of time and encouraging participation.
Lunch & Refreshments ~ Refreshments and lunch were provided during and after 
the session respectively. This provided an opportunity for people to continue their 
discussion, to get feedback and was also a small incentive to participate.
Data Recording -  To ensure an accurate copy of the data, it was decided to tape the 
discussions onto an audiocassette and to make hand-written notes. This involved 
using a standard tape recorder and pressure zone microphone (PZM). Participants 
were informed at the beginning of each focus group that the session was going to be 
recorded but assured that the tapes would be for no use other than for analysis and 
that their names would remain anonymous. Research highlights that some people 
find tape recorders inhibiting and may not wish their conversations to be recorded 
(May, 1997). It was found that although participants were a little wary initially, once 
the conversation was underway, it did not seem to matter and people were very open 
with their comments.
6.2.6 Lessons learned
Experience of the process of planning and conducting the pilot study focus groups 
and also the analysis and feedback of the results, provided useful input into planning 
and implementing the extended study. The key lessons learned during the pilot study, 
are listed as follows:
Planning
• Focus groups can provide access to a large number of views in one sitting. 
However as highlighted in Gibbs (1997), this is accompanied by the practical 
problem that it may be difficult to find a suitable date to assemble everyone 
together in the same room for the necessary 1 hrs. It is therefore important to be
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quite flexible when agreeing a date and to allow enough time within the overall 
project for conducting the groups.
• The cassette recordings produced from group discussions are more difficult to 
transcribe than one-to-one interview sessions. A VA hour session can take up to 
10 hours to fully transcribe even with the help of an audio-typist. Adequate time 
and resources (the contracted audio-typist was paid hourly) must be allocated for 
the transcription process.
• The focus groups provide a wealth of data regarding employee opinions on a 
number of Nokia's environmental issues. Legal guidance was therefore requested 
and received as a precaution to cover any data management issues.
• Even though key informant interviews were conducted before actually carrying 
out the pilot study, it was difficult to know what would be highlighted from the 
focus groups and as a result it was difficult to know who to get involved in the 
study at the beginning. But getting 'issue owners'13 involved from the beginning 
was really important to ensure their interest in the results and ensure that 
information arising from the study was acted upon where necessary (this is 
discussed in detail in Chapter 8, Section 8.2.3). As a result, for the Extended 
Study, it was decided to widen the scope and role of the Steering Group to 
include both issue owners as well as ‘advisors’.
Conducting the focus groups
• As highlighted, an “icebreaker” was used at the beginning of the focus group 
sessions to ease tensions and nervousness. The particular 'game' used in this 
study was really quick to carry out and people found it entertaining, which meant 
it worked well to relax people.
• It was decided to provide lunch after each focus group session to provide the 
opportunity to continue discussion and for any further feedback. About half the 
participants from each group stayed on for lunch. Rather than continuing any 
discussion from the focus groups, the lunch gave the participants the opportunity 
to ask their questions about the study and the work that the environmental group 
are doing at Nokia. This illustrated that the objectives of the study and details of
13 Issue owners (or decision makers) are those people who have the ability to act upon the 
information; see section 6.3.2 for more information.
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what will happen to the results need to be made clear at the beginning of the 
focus group.
• The pilot study showed that a lot of time during the focus groups was spent 
'warming up' the participants into thinking about environmental issues; to 
minimize this as much as possible it was decided to use visual aids in the 
Extended Study. These included a series of postcard-sized pictures which 
implied a number of different environmental and social issues and were 
developed with the assistance of fellow RE Lynsey Clarke from Unilever. The 
visual aids are included in Appendix 6.3.
• During the introduction of each focus group, a short description of the aims of 
the study was provided (i.e. “...to help direct Nokia environmental activities we 
need a better understanding o f your views and concerns'”). Yet many of the 
participants wanted more specific information as to how the information would 
be used. To some extent this reflected the novelty of focus groups as a technique 
to gather information within the company and also the concept of proactive 
stakeholder dialogue, that is, the idea of wanting to use employee views and 
opinions to shape future company activities.
• The analysis of the pilot study data provided useful input for planning for the 
extended study. For example, it was evident from the discussions that, although 
the focus of the session was on environmental issues, participants did not always 
make a clear distinction between environmental and social issues, and often 
introduced ‘health’ or ‘community’ issues into the discussion. For this reason it 
was proposed to extend the scope of the discussion to also include social issues in 
the full study (this is highlighted in more detail in Section 6.3.1 and Chapter 7). 
Feedback regarding the questions to ask was also used within the preparation 
stages of the extended study.
6.3 Extended Study
6.3.1 Proposals & Gaining Consent
Having successfully completed the pilot study, a project proposal was submitted to
obtain approval and funding for extending the study. This proposal can be found in
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Appendix 6.4. The extended study differed from the pilot study in three respects, 
namely:
• Content -  the extended study aimed to assess peoples' attitudes towards both 
environmental and social issues, and
• Stakeholder groups -  the extended study involved more employee groups from 
different Nokia sites and also consumer focus groups.
• Geographical focus - the stakeholder groups were conducted in several different 
countries, namely Finland, US, China and Brazil.
Before commencing the research in the US and Finland, a number of emails were 
sent out providing a brief overview of the project to those management personnel in 
HR and the CSR network who needed to be aware of the study. In China, the process 
for gaining internal consent was slightly more formal: it was first necessary to 
acquire approval from the Country Manager and then the Site Manager. This was 
partly because the study was to be carried out at one of Nokia's joint ventures sites 
and therefore needed to be more formally arranged. Also, neither the RE or members 
of the Steering Groups had extensive experience in conducting this type of study in 
China. As in the pilot study, all the managers were very supportive of the study.
As the project progressed and work with the external agency commenced (see 
section 6.3.3) it also became necessary to gain consent from the Chinese authorities 
to conduct the social research in China, following the introduction of a new 
requirement from the Chinese government.
6.3.2 Issue owner involvement
One of the key learnings from the pilot study had been the importance of ensuring 
that issue owners were involved from the start of the research so that they could 
inform and be informed by the study. Because of the way the company is organized, 
issue owners can be divided into two distinct groups: global and regional.
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6.3.2.1 Global functions.
People working within global functions often coordinate between the different 
regions to share best practices and information and can drive global initiatives. To 
get the support and ensure relevance of the study for the company, issue owners in 
global functions were asked to contribute to part of the study and propose questions 
to be added to the Discussion Guide, some were also invited to participate in the 
Steering Group. Global issue owners included contacts for:
• Environmental Management Systems (Facilities)
• Environmental Supplier Management Issues (Sourcing & Procurement)
• Design for Environment & End of Life issues (Environment)
• Employee Wellbeing (HR & HR Communications)
• Diversity & Discrimination (HR)
• Corporate Community Involvement (Corporate Marketing)
• Health issues associated with mobile communications (Standardisation & 
research)
The departments responsible for these issues are indicated in brackets.
6.3.2.2 Regional functions.
As well as global issue owners there are also regional issue owners, who are 
responsible for certain issues within a particular region (i.e. Americas, Europe Africa 
and Asia Pacific & China). Regional issue owners (who can also be global issue 
owners) were contacted and invited to comment upon the Discussion Guide to ensure 
the questions were locally suitable and relevant. Their involvement was believed to 
be important because, if anything was raised from the study that needed to be 
addressed, these were the people who would be responsible for taking action locally.
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6.3.3 Research agency
It was decided to employ an external research agency to assist with part of the 
extended study. The research agency was contracted to assist in the research mainly 
for the expertise, networks and language skills that they would bring to the Chinese, 
Brazilian and American studies. A research brief was drafted (which can be found in 
Appendix 6.5) and submitted to a number of research agencies to obtain estimated 
quotations. The three companies offering the most competitive quotations were short 
listed and then the company with the most experience in conducting international 
research with a focus on social issues was selected.
The research agency was contracted to assist with recruiting and facilitating the 
consumer focus groups in China and Brazil and also to facilitate the China and US 
employee focus groups. This meant that the Chinese and Brazilian groups could be 
conducted in Portuguese and Mandarin and translated for analysis by the agency. As 
part of their contract, the research agency also presented a summary report of the 
Chinese and Brazil focus groups, which together with translated transcripts provided 
a basis for the analysis.
6.3.4 Discussion Guide
As highlighted in Section 6.2.2, the Pilot Study Discussion Guide focussed mainly 
on environmental issues. This provided an excellent basis for the Discussion Guide 
used in the Extended Study focus groups, which was then expanded and developed 
further to encompass social issues through discussions with the respective issues 
owners within the company and the research agency. The core discussion guide was 
then tailored slightly for each location to ensure local relevance and then translated 
to the relevant language. A list of the core questions asked within the focus groups 
can be found at the end of this chapter. An example of the full topic guide can be 
found in Appendix 6.6.
Group discussions can evolve in any direction and it is the role of the facilitator to 
keep the discussion relevant. Sometimes, however, when the discussion may be
151
Engineering Doctorate Abi Oxley Green
seemingly going off track, it may be that some really interesting issues are being 
raised. When expanding the scope of the discussion to include social issues it helped 
to prioritise questions relevant to issues that had to be covered, to distinguish them 
from topics which could, if  necessary, be left out.
Following the experiences in the pilot study, to “warm up” the extended study 
participants a number of postcards with pictures of different environments and 
subject matters were distributed at the beginning of each session. These visual aids 
can be found in Appendix 6.3. A further difference between the pilot and extended 
sessions was the icebreaker. Whilst the ice-breaker highlighted in section 6.2.2.1 was 
an option for the Finnish and American groups, the external facilitators were 
responsible for choosing the icebreakers in China and Brazil and both focused on 
asking introductory questions.
6.3.5 Sampling & Recruiting for the extended study focus groups
6.3.5.1 Employee Groups
In the Extended Study, it was decided that participants would be selected according 
to management level. Sampling lists were obtained from the local HR departments in 
Espoo, Dallas, Mountain View and Nokia’s manufacturing facility in Beijing (i.e. 
Beijing Nokia Mobile Telephones, BNMT), who stratified the population according 
to job grade. Potential participants were then chosen at random from the following 
departments:
Table 6.5: Participant Departments in the Extended Study
• Administration • Business Development
• Communication & Public Relations • Customer teams
• Design • Environment
• Engineering (inc Software and Hardware) • Manufacturing & Operations
• Human Resources • Sales & Marketing
• Marketing Research • Sourcing
• Site Facilities • Production
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All potential participants (except those working on the production line) were first 
sent an email postcard, which outlined the reason for the study. Figure 6.5 illustrates 
the e-postcard distributed to Finnish participants.
Figure 6.5: Electronic Postcard
Dear Colleague,
The NOMA WAY means an active, open A ethically sound 
approach to environmental and social issues. In order to 
identify and understand what is expected of us in terms of 
being responsible for these issues and to help the company 
meet those expectations we need a better understanding 
o f our employees' views and expectations.
To gain this understanding a number of discussion groups 
will be carried out within Nokia and you have been 
carefully selected fo r the  opportunity to  take part in 
this initiative. In participating, you will provide information 
to help Nokia identify environmental A social responsibility 
concerns and align future activities with real issues. You may 
be contacted over the  next couple of days by an appointed 
professional research agency with further information.
The responsibility towards environmental A social 
accountability lies with all our functions and employees, we 
hope you will support this study.
Best Regards,
Veli Sundback, Executive Vice President
This postcard showed that the study was supported by the regional organisation, 
through being signed by the Executive Vice President in Finland. The same e- 
postcard was used to recruit the American and non-production Chinese participants, 
except in America the card was signed by the Americas Country Manager, and in 
China it was signed by the Site Manager. This email was then followed by another 
email similar to that used in the Pilot study (see Figure 6.4) with details of times and 
locations. In the case of the production workers, as they did not all have their own 
computers, potential participants received a letter containing the same information as 
the email correspondence but translated into Mandarin. All employees took part on a 
voluntary basis. Each focus group session lasted VA - 2 hours and was held on site, 
except in China where the sessions were held in a viewing facility. Eleven discussion 
groups were completed in total; see Table 6.6.
Participants were thanked for their time with a small gift chosen and purchased from 
the regional Nokia shop.
SOCML PERFORMANCE
ENVIRONMENTAL PERFORMANCE? #
$ ï ÂKchûlûcrt Vit
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Table 6.6: Summary o f Employee focus groups
Location Group type Facilitation
language
Role of RE
Finland (Oct. '02)
1 x Non-management
Finnish
Present in the room, seated 
away from group, responsible 
for audio recording
1 x Middle management
2 x Senior management
English
Facilitator
Dallas, US (Dec. 
'02)
1 x Non-management
2nd researcher, present in 
room & responsible for audio 
recording
2 x Middle management
1 x Senior management
California, US 
(Dec '02)
1 x Middle management Listened to group over 
teleconference
Beijing, China 
(Oct'02)
Ix Management Watched group behind 1- way 
mirror1 x Production workers Mandarin
6.3.S.2 Consumer Groups
Initially, it was proposed to carry out an equal number of employee and consumer 
groups in the extended study. However, owing to practical restrictions set by the 
sponsor company, the number of consumer groups was limited to two sessions in 
two different locations. Consumer focus group sessions were conducted in China and 
Brazil. Each session lasted VA - 2 hours and participants were given a small 
incentive for their time, organised through the research agency. The groups are 
detailed in Table 6.7.
Table 6.7: Consumer focus groups
Country Group description Mix
Brazil 1 x workers, age 3 0 - 4 0  
1 x workers & students, age 18-30
Both groups were 50% Nokia owners, 50% 
mix of Motorola, LG, Ericsson, Samsung
China 1 x workers, age 20 -30  
1 x workers, age 30-40
50% Nokia owners, 50% mix of Motorola, 
Samsung, Siemens, TCL,
The mix of participants (i.e. 50% Nokia owners and 50% mix) was proposed by the 
research agency, as a typical ratio when conducting consumer research. Participants 
were also selected from 18 — 40 age group, a range of professions and socio 
economic group A-B, as these were regarded as people most likely to own and 
frequently use a mobile phone. The RE watched the Chinese consumer groups in the
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viewing facility from behind a one-way mirror but did not see the Brazilian groups. 
It was suggested by the research agency that one consumer group in China and one 
consumer group in Brazil should be pre-tasked to talk to friends, family and 
colleagues to gather a wide pool of opinion about social and environmental concerns 
and which companies or brands are regarded as being responsible for these issues. 
This approach was believed to sensitise respondents to issues and hence lead to 
richer content within the discussions.
6.3.6 Facilitation
In Finland, the Research Engineer facilitated two of the sessions in English and the 
remaining two were facilitated by an internal Nokia moderator in Finnish. External 
moderators were responsible for facilitating the employee groups in Dallas (in 
English) and Beijing (in Mandarin) and consumer groups in Rio de Janeiro (in 
Portuguese) and Beijing (in Mandarin). Language skills and practicability were the 
key factors for deciding who should facilitate the sessions. In Finland it was decided 
that the middle and non-management groups needed to be conducted in the 
participants’ mother tongue (Finnish) for the participants to feel most at ease. It was 
less of a priority for the senior management groups to be conducted in Finnish, 
however, as the participants’ knowledge and fluency of the English language was 
excellent and they were as likely to work in English as in Finnish. In addition, the 
RE had spent the previous two years working closely with Finnish colleagues and 
had visited Finland on several occasions. Therefore as the time of the internal Nokia 
moderator was scarce, the RE facilitated the senior management groups. Although 
the US groups were conducted in English, a local facilitator was thought to be 
preferable for their familiarity with local culture (e.g. brands and recent media 
topics).
6.3.7 Practical considerations in conducting global research
The practical considerations in conducting global research rely heavily on good 
project management and being able to work and communicate with multi-cultural
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teams, often on a Virtual'14 basis. The research agency used regional partners located 
at Sao Paulo and Beijing to organise the consumers groups. Employee groups were 
organised from the UK by the Research Engineer.
Administrative support -  it was necessary to acquire administration support at each 
site. Not only did this provide a useful contact when visiting, it was crucial for 
setting up and organising the groups. For example meeting rooms and refreshments 
needed to be booked locally. “Thank you” gifts also had to be ordered, paid for and 
delivered to a local contact.
Data recording - as in the pilot study, the focus group sessions were recorded onto 
audiocassette. As portable recording facilities were not available on site, tape 
recorder, blank cassettes and microphone travelled with the RE to Dallas and 
Finland.
Timing and Time difference -  There is a 6-hour time difference between Dallas and 
the UK, 2 hours between UK and Finland and 8 hours between UK and Beijing. 
Time differences, although an everyday occurrence when working with global teams, 
obviously need to be taken into consideration when planning such a study especially 
with organising telephone conversations and NetMeetings15. It can also mean there is 
a one-day delay in getting email responses, which can disjoin and slow down 
communication.
6.3.8 Lessons learned and Discussion
One of the main benefits of conducting a pilot study was the ability to learn from the 
experiences to improve the extended study. Conducting a global study does however 
present some different circumstances and experiences worth noting for future 
research. These points for discussion are highlighted as follows:
14 Virtual in this sense meaning through email and telephone conversation rather than face-to-face 
meetings
15 NetMeetings -  a meeting whereby computer documents (e.g. word, excel and powerpoint 
documents) can be shared through the network
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Project Management
As highlighted above, good project management is crucial for a successful study. 
There are naturally many definitions of success and Table 3 in Chapter 4 presented a 
list of potential indicators that can be used to help manage stakeholder consultation 
processes. In hindsight, it is important to emphasize that managing a global 
stakeholder study involving different stakeholders, countries, issue owners and 
external parties should not be undertaken lightly. The different stages such as 
planning, getting the right support in place, allowing for sufficient time, budgeting, 
execution of the focus groups, right down to practicalities and being able to cope 
with last minute changes are all crucial. Furthermore the steering group provided an 
excellent support and decision-making forum.
Facilitating focus groups
A focus group is a social encounter like any other (May, 1997; Smithson, 2000). As 
a result, the discussion (and therefore the data) is inherently dependent upon the 
interactions between the group participants and facilitator. Consequently, it is 
important to be aware of what factors can affect the discussion and what steps were 
taken to address these issues.
Characteristics such as age, gender, dress, race, accent and the necessity of the 
facilitator 'blending in' with the group, is often spoken of (Krueger, 1988; Mitchell, 
1993; Fielding & Thomas. 2001). According to Wuelker (pl65, 1993) “ ...any 
attempt at sending out non-asians to interview asians would be a fiasco. Asians are 
far too polite to tell a foreigner anything he might not like to hear, and a European 
will always receive rose-tinted answers to his queries for fear of offending him”. The 
importance of matching the facilitator to the participants from a cultural perspective 
was a key-deciding factor in the use of Nokia internal moderators and the external 
research agency. Cultural characteristics such as language and race are not the only 
factors to be considered; however, there is also the corporate culture and whether an 
internal or external facilitator is used. As the employee groups in this research were 
being invited to discuss company environmental and social issues and their views on 
Nokia’s performance, it is possible that people would feel more comfortable in 
discussing their views openly to an ‘insider’, as there would be no concern over 
confidentiality or comments being taken out of context. On this basis it was decided
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to use an internal facilitator where possible for the employee focus groups. However, 
as in the case of the US employee groups, it is not always possible to locate a 
suitable internal facilitator. In an attempt to reduce participant concerns, particular 
emphasis was therefore placed on the fact that the discussions were confidential.
During the focus groups, it was found that some participants asked questions 
regarding environmental and social issues within Nokia. In preparing for the groups, 
it was highlighted in a supervisor session that participants could pose questions to 
the facilitator during discussion. Oakley (1981) states that researchers should use 
their power productively by giving any information and knowledge they may have 
which might be useful for the participants. When the participants were very active in 
posing questions and the facilitator was able to provide the answers (i.e. a Nokia 
representative was present), the focus groups then acted as an information source for 
the participants as well as a forum to share and express views and opinions.
Focus Groups as a research technique
Focus groups as a technique worked well with participants in the UK, Finland and 
the USA. Although energy levels within the groups varied according to the 
individual participants, people were generally willing to openly share their 
perspectives. Interestingly, the smaller groups worked particularly well as 
interviewees were fully engaged throughout and had more time to share their full 
views. It is suggested that further studies of this type consider limiting participation 
to 3-5 people. In China, participation within the focus groups worked slightly 
differently. The direct employee group members, in particular, were quite quiet and 
participation was slow to begin with. It is difficult to identify and problematic to 
propose the reason for this as only one direct employee group was conducted. One 
explanation is that the concept of focus groups was probably entirely new to the 
participants, it might also have been the questions or the way in which they were 
presented, or the fact that the groups were conducted at an unfamiliar offsite location 
to allow for simultaneous translations. These two factors together with the culture in 
China, that is, employees might not feel comfortable openly expressing views or 
criticisms about their employer, might provide an explanation. In comparison, the 
management group members were more extrovert and confident in expressing their
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views. While the consumer groups were obviously quite familiar with the focus 
group process and participated enthusiastically and openly. It is suggested that 
further China studies should carefully consider focus groups as a research technique 
and factors such as participant briefing and location. Furthermore it is perhaps useful 
to consider that focus groups as a research technique have been predominantly 
developed from a western perspective and therefore question their appropriateness in 
eastern society.
6.3.9 The Implications of External Agencies in Stakeholder 
Dialogue
There are many benefits to contracting an external facilitator to moderate the groups; 
they provide expertise that is not always available internally within a company, and 
they also provide an independent viewpoint for analysis. This is possibly why it is 
becoming popular to contract out facilitation to external people, especially when 
dialogue is between two different stakeholder groups where there are no company 
confidentiality issues or when its aim is to discuss or reach consensus on contentious, 
complex or difficult issues. For example the Environment Council has established 
itself as a third party facilitator for Stakeholder Dialogue in the UK (The 
Environment Council, 2003). There are, however, problems associated with 
contracting out facilitation within the context of the objectives of Stakeholder 
Dialogue (Irwin, 2001). There are many intangible benefits, such as understanding 
and trust, which are built during the dialogue process. If the process is entirely given 
over to another party then the opportunity of building upon these relationships can be 
lost. Therefore even if the groups are not conducted by an internal facilitator it is 
crucial to demonstrate company involvement throughout the project. On a practical 
level, this may be through being present within the actual discussions, meeting the 
participants before or after the groups or being involved in the recruitment process. 
On an additional note, the process of stakeholder dialogue raises participant 
awareness on the topics of discussion, providing an ‘indirect education process’, so it 
is important that the group has access to a company representative for feedback, 
rather than leaving open questions in the minds of the participants.
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6.4 Data Analysis
Material collected through qualitative methods is invariably unstructured and can be 
difficult to manage (Ritchie et al, 2002) This section is split into three sub-sections. 
The first explains how the raw data were taken from their original format and 
organised to a point where the data was ready for analysis and reporting, which is 
discussed in the second sub-section. The third sub-section addresses the issue of 
validation.
6.4.1 Data Processing
As highlighted in Section 6.2.5 and 6.3.7, to ensure an accurate recording of what 
was said during each focus group, the sessions were recorded onto audiotapes. The 
tapes were then fully transcribed into Microsoft Word documents. Overall, the RE 
transcribed seven of the focus groups. A temporary audio-typist and external agency 
were contracted to transcribe the rest. In the pilot study it was possible to obtain full 
transcriptions where even expressions made by the participants (such as 'hmm' and 
'ahh') and different speakers were distinguished by M -l, M-2, F-l etc to ensure 
anonymity. However this meant that the transcription itself is quite a long process -  
a 1/4-hr tape took up to nine or ten hours to transcribe fully. In the extended study, 
the US sessions were recorded on audio tape and transcribed, while in Finland the 
sessions were recorded onto audio tape, transcribed by an external agent and where 
necessary translated internally into English. Unfortunately it was too difficult to 
distinguish between the speakers in the large US groups and those carried out in 
Finnish and transcribed by the external agency. In China and Brazil, the focus groups 
were simultaneously translated into English during the session, this translation was 
recorded and then transcribed.
For the US and Finland employee groups, when the tapes and transcripts were 
returned it was useful to go through each one at length, correcting any errors, 
removing any identifying details and becoming more familiar with the data. Being
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present at the group and listening to the tapes afterwards also served to remind the 
researcher how the viewpoints were expressed. From reading through each of the 
transcripts it was useful to note down what appeared to be the key issues discussed in 
each group and compare these to notes made during the focus group discussions.
The next step was to start systematically coding the data. There are many different 
ways to define codes, for example they can be developed to follow the identity of the 
speaker or the specific issues which people talk about (Reed & Payton, 1997). When 
defining the codes it was useful to start thinking about how the data were to be 
analysed and reported. As the data produced from the focus group was directed by 
the discussion guide, codes were identified according to the research questions. For 
example main codes included 'General env issues' and "Nokia env issues'. The sub 
codes within these were then defined by the responses and issues that people raised 
during the discussions, for example sub-codes were 'Bin' and 'Health Issues'. 
Practically, this meant going through each transcript line-by-line identifying what 
was being said and labelling the text with the appropriate code. In striving for 
objectivity, there was the initial temptation to include too many codes for fear of 
missing topics. But working through the texts it was possible to combine codes or 
more usefully code the texts under a different name altogether. In both the pilot 
study and the extended study codes were developed and refined throughout the 
actual coding process.
It was decided that a computer software package would be used to help in the 
management of the focus group data. Having investigated the various software 
packages available, WinMax Qualitative Data Analysis Software was chosen as it 
appeared relatively easy to use, had a similar interface as Windows, was relatively 
inexpensive and had been used previously by one of the RE's supervisors. WinMax 
does not analyse the data itself; rather it acts as a filing system so that coded data can 
be retrieved and sorted in a number of different ways. A screen view of the WinMax 
Data Analysis Software is illustrated in Figure 6.6. The codes as described above are 
listed in the bottom left-hand pane; the imported transcripts are listed in the top left- 
hand pane; whilst the top right-hand pane shows an excerpt of a coded transcript.
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6.4.2 Analysis & Reporting
During the familiarisation stage of the coding process, the researcher is not only 
gaining an overview of the richness and diversity of the data, but also beginning the 
process of abstraction and conceptualisation (Ritchie & Spencer, 2002). After coding 
each of the transcripts, the next step was evaluate the coded data according to the 
framework set by the key research questions, identifying what were the attitudes or 
perceptions held by the participants. As the analysis proceeded it was possible to 
start making comparisons between the focus groups, noting similarities and 
dissimilarities and questioning why differences were emerging. Some messages were 
clear from the beginning; other messages emerged through the analysis process. 
During this analysis there was constant referral to field-notes and original transcripts 
to ensure excerpts were taken in the right context. As suggested by Fielding & 
Thomas (2001) a very useful way to capture and clarify thoughts was to start writing 
up particular themes. Writing the focus group report for the company and receiving 
feedback from supervisors was very useful in clarifying concepts, key messages and 
findings.
6.4.3 Validation
Maxwell (2002) cites four main categories of validity for qualitative research. These 
include descriptive validity, which is concerned with the factual accuracy of the 
account; interpretive validity, which is concerned with what these events and 
behaviours mean to people i.e. people's perspectives; theoretical validity, which is 
concerned with an account's function as an explanation', finally generalizability, 
referring to the extent to which findings can be extended a wider population.
6.4.3.1 Descriptive, interpretive and theoretical validity
To ensure accounts were taken down and described accurately for descriptive 
validity, transcripts were checked against the audio-tapes and quotes taken straight 
from the transcripts. However there were still some factors to consider. It was likely 
that when groups were not carried out in English, words would have been lost in the
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translation; however there was little that can be done except trust in the ability of the 
translator. Secondly, it was impossible to account for everything. In particular those 
translated transcripts obtained from the research agencies were far ‘cleaner’ than 
those conducted in English. This presents a threat to descriptive validity; however, 
the main aim is to focus on the key messages and to capture the essence of the 
discussions for the reader.
In investigating and interpreting the nature of employee attitudes and perspectives, it 
was useful to draw from the experience of having worked within the Environmental 
Group at Nokia, discussions with other colleagues, and also the pilot study results. 
However, there are both positive and negative implications of this approach.
The deeper and more extensive the professional experience, the richer the knowledge 
base and insight available to draw upon in the research. On the other hand, this kind 
of experience can also act as a block to seeing things that have become routine or 
"obvious" (Strauss & Corbin, 1990: 42). Furthermore:
“As observers and interpreters o f  the world, we are inextricably part o f  it; we 
cannot step outside our own experience to obtain some observer-independent 
account o f  what we experience. Thus it is always possible for there to be 
different, equally valid accounts from different perspectives. ”
(Maxwell 2002:41.)
Although it is impossible to step out of one’s own experience to provide a totally 
independent account, the nature of a doctorate provides the researcher with more 
time than perhaps an external consultant would have to analyse research data, which 
was useful in enabling a careful and considered analysis.
Conducting focus groups in foreign language with translators also presents 
difficulties with respect to interpretive validity. It is difficult to know exactly 
whether the issues are being addressed in the groups in the desired way or even if  the 
issues make sense to those people. One way to minimise this concern is effective 
dialogue and preparation with the research agency.
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Where as descriptive and interpretive validity are concerned with how to apply the 
concepts and terms used in the group sessions, theoretical validity is concerned with 
the theoretical constructions that the researcher develops during the study. In other 
words, theoretical understanding refers to an account’s function as an explanation. 
The issue to consider, or question, is the legitimacy of the application of a given 
concept or theory to established facts, or whether any agreements can be reached 
about what the facts are (Maxwell, 2002).
It is suggested that one way to demonstrate validity is through a method called 
methodological triangulation. This refers to the use a combination of methods to 
explore a research question(s), the idea being that this will produce an accurate 
reading. Mason (1996) however argues that different methods and data sources are 
likely to throw light onto different social phenomena, and also that this technique 
implies that there is one objective knowable reality. Rather than using different 
methods, it was decided to employ an adapted form of triangulation (sometimes 
known as research triangulation) to provide some interpretative validity check, 
whereby there would always be at least two researchers involved in the focus group. 
This meant the researcher was able to discuss the emerging issues and conclusions 
with the second researcher. Not only was this useful to provide a check for consistent 
interpretations, it was also far more productive and motivational to work through the 
analysis process with a second person.
6.4.3.2 Generalizability
When considering the generalizability of the findings, Reed & Payton (1997) argue 
that focus groups do not present facts about the real world external to the focus 
group; instead they reflect the process of developing a group perspective or position 
among a particular set of people. This does not mean, however, that what people say 
in a focus group is unique or confined to that event, and whilst not attempting to 
generalize the findings from this focus group study to all Nokia employees or 
consumers, as noted by Mason (1996) there is no reason to assume that the sample 
and therefore the analysis and results are atypical. In the case of the employee study, 
the sample was representative of the company in that participants were selected from 
each of Nokia's regions, from different parts of the organisation (i.e. production,
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research, support functions) and from different management levels. One way to test 
the generalizability of the findings would be develop a questionnaire based on the 
results and distribute to a wider sample. Instead of conducting a survey to see 
whether the findings are consistent with a larger population, a web-based tool is 
currently being developed which invites participants to review the findings and to 
prioritise them according to relevance and importance. As mentioned in reference to 
the triangulation process, this will arguably provide “yet another source of data and 
insight” (Fielding & Fielding, 1986), however, it will be useful to check for both 
consistencies and inconsistencies. This web-based tool is discussed in further detail 
in Chapter 8, section 8.4.5. On a final note, qualitative research does not aim to 
provide statistically significant results; the aim is to provide a depth of understanding 
about a certain topic.
6.5 Focus Group Questions
This section details the research questions, which were posed to participants within 
the focus group sessions. These questions are presented here as a preliminary to 
Chapter 7, which presents the research findings to these research questions.
6.5.1 Employee Questions
The core focus group questions asked within the employee groups were as follows:
General questions
1. What do employees see as the environmental/social priorities of today, and for 
what reasons?
2. Is there a product that you have not or would not buy because of environmental 
and social factors?
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3. How far should companies be responsible (open/accountable with respect to 
information) for environmental/social issues, what about other bodies e.g. 
government, NGOs?
Specific to Nokia
4. To what extent do employees believe that Nokia cares for the environment and 
society, and what are the reasons?
5. Do you see environmental/social issues as an important business issue?
6. What environmental/social issues do employees associate with Nokia, and for 
what reasons?
7. What issues do employees consider to be Nokia's key environment/social issues?
8. What are employee attitudes towards 6 key environmental/social issues (level of 
understanding, importance for Nokia/industry, Nokia's performance):
EMS/ prodn/site issues
• Do you think there are any 
environmental impacts from Nokia's 
buildings/sites? (prompt if nec energy, 
waste, utilities, traffic)
• How important do you think it is that 
we address these issues? 
(responsibility)
• How well is Nokia doing in this at the 
moment?
Employee relations/Employees & work
• What does employee wellbeing mean 
to you?
• How important do you think 
employee wellbeing should be to 
Nokia?
• How do you think Nokia is 
performing in this?
• What expectations do you have from 
the company in terms of employee 
wellbeing
Supplier network management issues
• Do you think that our suppliers have 
environmental impacts or ethical/social 
impacts?
• Do you think that Nokia should be 
responsible for these impacts? How 
important is it for Nokia to be
Diversity & Discrimination
• Do you think that a diverse 
workforce is important for business 
success
• Do you think as a company we are 
diverse enough?
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responsible?
• How well do you think Nokia is doing 
in this at the moment?
Product stewardship
• Do you see any environmental issues 
associated with our products
• Do you think it is important for Nokia 
to be responsible for the environmental 
impacts of its products?
• How do you think Nokia is doing in 
this?
• How would you like to receive 
information on these environmental 
issues
Corporate community involvement
• Are you aware of Nokia's community 
activities -  what do you know about 
these issues?
• What type of role do you think Nokia 
should play in the communities -  do 
you think it is important?
• Do you think Nokia has a good track 
record in performance in community 
related initiatives?
• What do you think is most important 
for Nokia -  Global, national issues, 
local issues?
9. To what extent do employees see/believe these key (or any other) env/social 
issues in relation to their work (awareness, importance, involvement, persuade 
others? motivation) Is their contribution in performance assessment -  should it 
be?
10. What env/soc issues do employees feel Nokia could or should be addressing and 
for what reasons?
6.5.2 Consumer Questions
The core focus group questions asked within the consumer groups were as follows:
General questions
1. What do people see as the environmental/social priorities of today, and for what 
reasons?
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2. Is there a product that you have not or would not buy because of environmental 
and social factors?
3. How far should companies be open with information on env/social issues, what 
about other bodies e.g government, NGO?
Specific to Nokia
4 To what extent do people believe that Nokia cares for the environment and 
society, and what are the reasons?
5 What environmental/social issues do people associate with Nokia, and for what 
reasons?
6 What issues do people consider to be Nokia's key environmental/social issues?
7 What are consumers attitudes towards Nokia's responsibility to its environmental 
impacts, current performance and people's expectations (give specific e.g.'s)
8 What are consumers attitudes towards Nokia's responsibility to its societal 
impacts, current performance and people's expectations (give specific e.g.'s)
9 What environmental/social issues do people feel Nokia could or should be 
addressing and for what reasons?
Conclusion
Focus groups were selected as the main research technique for this study. Using the 
help of an internal Nokia facilitator and an external research agency, employee focus 
groups were conducted in UK, Finland, US and China and consumer focus groups 
were conducted in Brazil and China.
The study was implemented firstly as a pilot study and then as an extended study; 
this enabled the researcher to gain the experience and evidence that a full study was 
feasible and a worthwhile investment. Key lessons from the both the pilot and the 
extended study focus on project management issues such as planning, ensuring
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adequate administrator and management support, not underestimating the amount of 
time needed to arrange and carry out the focus groups and to transcribe the data for 
analysis. In addition to the project management skills there are also the people skills 
that are required for facilitating the focus groups and also for coordinating and 
managing a multicultural, global and virtual team or administrators, facilitators and 
research agencies. Conducting an international research study should not be 
undertaken lightly or without the necessary resources being in place. The 
involvement of the Steering Group (including the right issues owners) was pivotal 
for providing support, guidance and internal backing for such a study.
This chapter has detailed how the study was carried out. The following chapter 
presents the findings and key messages from focus group sessions.
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Chapter 7 
Understanding Employee and Consumer attitudes towards 
the Environment and Corporate Responsibility 
Introduction
This chapter outlines the research findings of the focus group study and thus 
represents stage 3 in the stakeholder consultation process:
1. IDENTIFICATION OF 
STAKEHOLDERS
2. ASCERTAIN STAKEHOLDER 
CONCERNS
3. ANALYSIS AND EVALUATION
. ADDRESS & FEEDBACK ISSUES 
INTO COMPANY
This chapter is divided into two sections: Section A looks specifically at the 
employee focus groups including results from both the pilot and the extended study; 
Section B is dedicated to the findings from the consumer focus groups. Both sections 
provide a summary of the discussions in each location, outline the key themes that 
emerge and discuss the main conclusions and recommendations that can be drawn 
from the findings. A summary of the overall findings can be found at the end of this 
chapter.
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A. Employee Attitudes
Employee focus groups were conducted in four different countries. The UK groups 
were conducted as part of the pilot study and then further sessions were carried out 
in Finland, US and China as part of the extended study. For information on who 
participated in the focus groups and how they were selected see chapter 6, sections 
6.2.3 and 6.3.5. This section provides background information to each site and a 
summary of the main environmental and social issues that participants associated 
with Nokia. For more detailed overview of the discussions at each site, see Appendix 
7.1.
7.1 Introduction to each site and summary of discussion 
topics
7.1.1 Southwood, UK
Nokia Southwood is located near Famborough in Hampshire and there are currently 
over 1000 people employed at the site. The main activities of the site are Research 
and Development (R&D) and the majority of personnel are male, with a technical 
background and university education. There are also a number of support functions 
present on site (such as sourcing, communications, market research and human 
resources), some of which have a local role and others, a regional or global focus. 
The support functions are more diverse in terms of gender and educational 
background (i.e. technical and non-technical). As an R&D site the main 
environmental activities include management of office waste and energy 
consumption, and ensuring environmental factors are considered within product 
development. New employees receive an induction to Nokia environmental policy 
and main initiatives during their site induction. Some of the employees (i.e. those 
working with R&D and site facility management) have specific environmental 
responsibilities in their work. The UK focus groups were conducted as part of the 
pilot study and were focused on environmental issues only. The main environmental
172
Engineering Doctorate Abi Oxley Green
issues that participants associated with Nokia are listed in Table 7.1 below. A 
summary of the UK focus group discussions can be found in Appendix 7.1 and the 
full pilot study report that was produced for the sponsor company can be found in 
Appendix 7.2.
Table 7.1. Environmental issues associated with Nokia
Product
• Battery disposal, Product recycling (large manufacturing 
volumes, short life-cycle), prototype recycling, mobile phone 
refurbishment, recycling plastics, product take-back and 
incentive schemes, lead-free soldering & technology, 
legislation, paints & solvent, material choices, hazardous 
substance list, waste from sales and component packaging, 
battery efficiency, disassembly.
• Health effects associated with mobile communications 
(phones, masts, base stations)
Site impacts 
from 
Manufacturing 
activities and 
office use
• Energy consumption, waste production & disposal, 
emissions, Health & Safety, pollution, use of toxic 
substances, ISO14001, varying conditions in different 
countries.
• Construction of new buildings, waste sorting, recycling 
paper, PC monitors, coffee cups, emissions & noise from 
employee cars, employee travel, home-working, substituting 
travel with use of net-meeting
Supply Chain • Depleting raw materials, Nokia environmental supplier 
requirements, logistics, trade customer partnerships
Company
• Nokia brand image, environmental stakeholders, competitor 
advantage
• Company responsibility, Nokia Culture & Values
• Internal and external communications, environmental training
• Social responsibility, etiquette (using mobile phones 
appropriately), ethical reporting, theft of mobile phones
(N.B. Comments from the Environment Group have been omitted from the table as the participants in 
this group are considered to have much more environmental expertise that the other groups.)
7.1.2 Espoo, Finland
Nokia House is located by the Gulf of Finland, close to Helsinki. As Nokia Head 
Quarters, there are over 1500 people working at the site covering a range of 
disciplines including engineering and marketing, telecommunications infrastructure 
and mobile phones, sales and customer services. The employee base is mixed in
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Table 7.2: Environmental and social issues associated with Nokia
Abi Oxley Green
Product
• Product recycling (large manufacturing volumes, short life­
cycle), battery recycling, packaging recycling, product take- 
back and incentive schemes, standardised accessories (e.g. 
chargers, desk stands, batteries), upgrading functionality (or 
software) of products rather than hardware, lead-free, 
environmental requirements as part of standard product 
requirements
• Health effects associated with mobile communications (e.g. 
from mobile phones, base stations)
• Aesthetics of base station and mast design
• Noise pollution, mobile phones and privacy (e.g. use of 
camera phones, mobile phones used to track people)
Site impacts 
from 
Manufacturing 
activities and 
office use
• Energy consumption, waste production & disposal, 
emissions, use of toxic substances/process chemicals,
IS014001, varying conditions and regulations in different 
countries.
• Construction of new buildings, waste sorting, recycling 
paper, coffee cups, and mobile phones, energy consumption 
(e.g. turning off lights) employee travel, flexi-space, flexi 
working, telecommunications substituting the need for travel
Supply Chain • Nokia environmental and ethical supplier requirements, long 
supply chains, purchasing office suppliers and travel services 
according to environmental/ethical criteria
Company
• Nokia brand image, environmental stakeholders, competitor 
advantage
• Company (environmental and social) responsibility, Nokia 
culture & values
• Internal and external communications, environmental training 
and employee volunteering
• Corporate transparency
• Employee well-being, work life balance, employee diversity
• Existing community involvement programs (e.g. volunteering 
with helping hands, donations to red cross, UNICEF, 
September 11th) and further opportunities (e.g. helping old 
people to use mobile phones, contributing to communication 
infrastructure in developing countries and providing 
employees with sabbaticals)
terms of gender, age, and educational and cultural background. In comparison to 
other Nokia sites around the world, the headquarters contains a higher portion of 
employees considered as middle and senior management, and employees working 
with global and/or a process focused remit. The main operational environmental
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activities in Nokia Headquarters include management of office waste. There are 
many recycling facilities visible: each office floor has a kitchenette area with 
separate bins for organic and non-organic waste, collection points for waste batteries, 
toner cartridges, and paper. There are some departments working with R&D on site 
who need to ensure that environmental factors are considered within product 
development. Many of the company’s community involvement initiatives are 
coordinated from a team located on site. The presence of this team, and the 
Environmental Communication manager means that there are often promotional 
stands and aid collection bins positioned in communal areas on site such as the 
reception, coffee shop and canteens. The main environmental and social issues that 
Finnish participants associated with Nokia are listed in Table 7.2 below. A summary 
of the Finnish focus group discussions can be found in Appendix 7.1.
7.1.3 Dallas & Mountain View, USA
Nokia House in Dallas is located in the Dallas Metroplex in Irving, Texas. There are 
over 1500 people working at the site, which at the time of data collection \ÿas the US 
Headquarters and included research and development activities and also support 
functions. The employee base is mixed in terms of gender, age, educational 
background and level of seniority. Cultural diversity within the area is high and this 
is reflected within the workforce. According to the US Census Bureau (2000) the 
population of Irving (Texas) includes 31% Hispanics, 10% African American and 
8% Asian. The main operational environmental activities visible to employees in the 
Dallas site include management of office waste such as paper cup and drink can 
recycling and utility consumption. As R&D activities are conducted on site, those 
people working in research should be familiar with the environmental factors 
considered within product development process. Nokia’s US community 
involvement initiatives are also coordinated from a team located on site and 
employees are able to participate within many different volunteering schemes. In 
addition to the three focus groups conducted at Nokia Dallas site, a fourth group was 
carried out at Nokia’s Mountain View site. Mountain View is located in Silicon 
Valley, California on the West Coast of the USA. The Nokia site there is relatively 
new in comparison to the other locations involved in this study and focuses
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specifically on Internet Communication products (as opposed to mobile phones). 
Many of the people working at this site are new Nokia employees coming largely 
from start-up companies in Silicon Valley. As in the Dallas site, there are a number 
of community involvement projects available for employees to participate in and 
some environmental facilities available on site. The main environmental and social 
issues that participants associated with Nokia are listed in Table 7.3 below. A 
summary of the US focus group discussions can be found in Appendix 7.1.
Table 7.3: Environmental and social issues associated with Nokia
Product
• Battery disposal, product recycling (large manufacturing 
volumes, short life-cycle), material content and restriction of 
hazardous substances (e.g. lead, chromium, cadmium, 
beryllium), lead-free soldering, product take-back and 
incentive schemes
• Health effects associated with mobile communications (e.g. 
phones), hazards from using mobile phones whilst driving 
and opportunities for hands-free accessories and blue-tooth 
technology
• Accessibility (products for disadvantages individuals)
Site impacts 
from 
Manufacturing 
activities and 
office use
• Waste production & recycling (PWBs, plastics), varying 
conditions and regulations in different countries.
• Recycling paper, IT equipment, coffee cups and cans, car 
pooling, home-working, air quality, minimise utility 
consumption (e.g. motion sensors for lights and faucets, 
remote-working)
Supply Chain • Nokia responsibility extends to supply chain, varying 
conditions and regulations in different countries, supplier 
environmental and ethical performance, supplier diversity, 
supplier relationship management
Company
• Nokia brand image, environmental stakeholders, competitor 
advantage
• Company responsibility, Nokia Culture & Values
• Internal and external communications and training 
(environmental and Nokia values)
• Employee well-being, work-life balance, team spirit, 
employee diversity, flexible working ours, telecommuting
• Community involvement initiatives (e.g. volunteering and 
donations through Helping Hands, Habitat for Humanity, 
United Way, Kidd’s kidz and sponsored golf tournaments) 
and internal benefits (such as legal aid and counselling
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7.1.4 Beijing, China
Table 7.4: Environmental and social issues associated with Nokia
Product
• Battery disposal and recycling, packaging waste, design for 
environment (e.g. material selection), lead-free soldering, 
product recycling, after-sales services
Site impacts 
from 
Manufacturing 
activities
• ISO14001, energy saving, resource saving and waste 
recycling, health and safety, emissions (gaseous and 
wastewater), double sided printing, using mugs and cutlery as 
opposed to paper cups and wooden chopsticks
Supply Chain • Nokia environmental supplier requirements
Company
• Nokia brand image, company responsibility, Nokia culture & 
values
• Internal and external communications, employee training 
(environmental and personal development), employee 
feedback mechanisms
• Employee benefits such as free lunches, transport to and from 
work, allowances for travel and birthday presents were well
• Community involvement initiatives (e.g. volunteering and 
donations through tree-planting events, Great Wall clean up, 
teaching support in remote areas, support flood victims) and 
BNMT’s tax payment
Beijing Nokia Mobile Telephones (BNMT) is a joint venture company between 
Nokia (China) Investment Co., Ltd, and the China Putian Beijing Capital Co., Ltd. 
Located on the outskirts of Beijing, the main activity of the site is manufacturing, 
sales and after-sales services for mobile phones and system equipment. The 
employees working on site can be broadly separated into two categories: those who 
work on the production lines are known as “direct employees” and those not working 
on the production lines (e.g. management, personnel with Quality and H&S roles) 
are referred to as “indirect employees”. The demographics of these two groups were 
very different. Direct employees on average are in their early twenties, come from 
Beijing or the surrounding area and have a technical college education. Indirect 
employees are more diverse in terms of age, educational background (technical and 
non-technical) and cultural diversity (approximately 50% of management is Chinese, 
the remaining is mixed European). Both groups were mixed gender. BNMT has an 
ISO14001 certified Environmental Management System (EMS), which is according
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to Nokia policy that all production sites have a certified EMS. As such, facilities are 
in place to manage all the waste generated on site and utility consumption and to 
drive continuous improvement. All employees receive environmental training and 
regular audits and management reviews are conducted. BNMT employees have been 
able to volunteer within some community involvement programmes that have been 
initiated in the Beijing area. The main environmental and social issues that 
participants associated with Nokia are listed in Table 7.4 below. A summary of the 
Chinese focus group discussions can be found in Appendix 7.1.
7.2 Discussion of Key Themes
This section details the environmental and social views and concerns raised by 
participants in the employee focus groups. Starting with consideration towards local 
environmental and societal concerns, the section examines to what extent companies 
are responsible for environmental protection and social responsibility and how their 
reputation in this area impacts upon people's views towards them. The focus then 
moves on to describe how participants perceive environmental and social issues to be 
managed within companies, specifically Nokia, and which issues are regarded as 
priority concerns. The section then explores participants' views and expectations 
towards specific program areas, namely: site environmental impacts, supplier 
network management, product life-cycle environmental issues, employee well-being, 
diversity and community involvement. Finally, the section asks whether respondents 
think about the impacts of their own work and to what extent do people take personal 
responsibility for these issues.
7.2.1 Wider environmental and societal concerns
Participants discussed a broad range of global concerns from air pollution, to landfill 
sites, climate change, nuclear power and welfare differences. Recent occurrences and 
media topics (such as the attacks on the twin towers on September 11th, Foot and
178
Engineering Doctorate Abi Oxley Green
Mouth outbreak in the UK, China’s win to host 2008 Olympics and a number of 
companies that have been highlighted in the media due to supply chain or human 
rights problems) also featured in the discussions. Most participant interest, however, 
focussed upon those issues that had an impact upon their local surroundings and 
daily lives. For example, air and water pollution was brought up in all locations (i.e. 
UK, Finland, US and China) as an environmental concern that people had 
experienced at first hand:
"I'm from suburban Chicago and northern Indiana where it is fu ll o f oil 
refineries and steel mills and ye, I've first hand seen a lot o f things, you know, 
you can go fishing but don't eat the fish, you can eat it next week cause you 
know the mercury levels will have dropped"
(Middle Management, Mountain View)
“As you mentioned the Baltic Sea, I  have been grown up in the shadow o f  
Myllykoski Paper Mill, and swam in Kymijoki all my life. There you could see 
that the factories as such had no responsibility fo r  polluting [the] environment 
before public opinion got interested in it, after which it had a certain value. 
They invested something in it, and got positive publicity and the situation got 
better ”
(Middle Management, Finland)
“You've only to go round the M2 5 and i f  you go round Reigate you see that 
yellow haze across the sky and you think well that's gotta be something that 
can't be good can it? ”
(Engineer, UK)
Discussions in the US also focussed upon landfill sites in Silicon Valley, air 
pollution in Texas, terrorism, crime, disadvantaged communities and the importance 
of family values. Finnish participants discussed oil spills and oil vessel traffic in the 
Baltic Sea, risks from nuclear power, fur farming and consumer products made in 
conditions that violate environmental and human rights. In China, participants 
linked the effects of pollution with human health and highlighted the importance of 
safety in the workplace and education.
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Based on the discussions, local issues are evidently far more tangible, have clearer 
cause and effects, “they touch in a concrete w aÿ\ and are therefore easier for people 
to relate to and follow. Global problems, on the other hand, are seen as more 
complex, difficult to relate to and sometimes overwhelming; "It is so much bigger 
than me and my house, get overwhelmed".
7.2.2 Do concerns differ across groups?
People’s awareness and concerns of general environmental and social issues were 
often area-specific; however some particular differences between the groups are 
worth noting. Firstly, the discussion in all locations, with the exception of Dallas, 
tended towards an environmental or environmental-social focus. In the Dallas 
sessions, the discussion leaned more towards social issues such as charity work, 
family values and corporate responsibility. The reason for this could be explained by 
the strong internal promotion of community involvement within the site, recent 
occurrences (“9/11”, collapse of Worldcom and Enron) that have focused people’s 
concerns on family values, or the strong presence of the church within the region. 
Equally so, it could be that environmental protection is strongly promoted (both 
politically and/or internally) within Finland, California and China. The UK focus 
groups were centred specifically upon environmental issues (as part of the pilot 
study).
The second significant difference was related to participant knowledge and concern 
for environmental degradation and social injustice. The group that showed least 
awareness and interest were the direct employees in China. Having said this, as only 
one direct employee group was conducted, observations concerning the differences 
between this group and others should be treated with caution.
Finally, it is evident from the discussion that of all the different locations China (or 
Beijing) has seen a significant improvement in environmental conditions and general 
consciousness over recent years. For example, older (management) participants 
reminisced about how attitudes towards littering has changed in recent years, how
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awareness towards environmental protection has improved particularly within big 
cities and the impact of the forthcoming Olympic games. According to reports in 
Beijing, the city has invested a significant amount of money to clean up the city’s 
waterways, in 1999 the municipal government announced that 738 industrial 
enterprises situated inside the Fourth Ring Road of the city would be moved to the 
suburbs to help improve air quality and 1000 hectares of trees were planted in 2004 
in downtown areas to help avoid wind erosion of soil (Beijing Review 2000; Beijing 
Morning Post, 2002).
7.2.3 Do companies have a responsibility?
All groups agreed that companies have a responsibility towards sustainability and 
have the opportunity to go beyond what is legally required of them. Many reasons 
were suggested as to why a company should be responsible: some believed that 
action is most likely to be based upon commercial gains, whilst others saw efforts in 
a more altruistic light. Accountable behaviour was thought to be particularly 
important when the company is a market leader, due to potential brand risks (“...to 
protect the brand and business”; “they are so interlinked, the social benefits and 
then the business corporate image”)  and to set a good example for industry. 
Addressing environmental and social problems was seen as a part of being a 
responsible member of society and as providing companies with the opportunity to 
give back to the community in which they operate {"I think they [companies] are 
part o f a community and therefore have an obligation" (Dallas, Senior 
Management)) particularly as a foreign investor ( ‘It is a Joint Venture company, but 
still actively participates in the activity o f environmental protection o f Beijing. He 
[the company] develops his business in Beijing and also cares much on the city 
where he is located and tries to make himself totally involved in the city too ” 
(Beijing, Direct worker)). Environmental protection was also seen as going hand in 
hand with “...producing products at an enormous rate”. In Dallas, middle 
management participants felt that companies have a responsibility owing to their 
political influence. In the Finnish groups, some participants identified that increasing 
public expectation for corporate transparency was putting more pressure upon
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companies to operate in a responsible manner; "... traditionally they [companies] 
hid their problems and now in current times i t ’s just impossible... i t ’s becoming 
transparent and companies o f course recognise this and this is good for, I  think for  
the environment... " (Finland, Senior Management).
While people agreed there is a need for responsible business behaviour, there was 
not consensus about how far companies should go. Finnish and Chinese groups 
highlighted that governments and legislators have most influence in driving 
environmental improvements in industry: “they set the rules “basically we should 
follow the government’s stand”. Participants in the UK also felt that “we need to see 
government committing themselves to it”. While companies were also thought to 
have a great influence, it was thought that significant changes in business behaviour 
would be unlikely without evidence of commercial benefits.
In the pre-focus group form, participants were asked to identify organisations that 
they associated with good environmental performance and social responsibility. A 
small number of companies were also spontaneously highlighted for their 
achievements: American Airlines were commended for their work in setting up a 
recycling city in Dallas, Wal-Mart for providing jobs to senior citizens, Verizon and 
Nortel were mentioned for their work in supporting environmental and community 
initiatives and Ben & Jerry’s for social responsibility. In Finland, companies like 
Shell, Body Shop, Fortrum (Finnish Energy company) and Kesko (provides services 
in the Finnish trading sector e.g. groceries stores, car and spare parts trade) were 
acknowledged for the progress and position they had taken with respect to 
environmental and social responsibility. It was evident that some people found it 
difficult to identify those companies who can be regarded as positive role models in 
social and environmental performance, and most people relied upon personal 
experiences or what they had heard from friends and family. On the other hand, 
companies that had been associated with negative scandals were much easier to 
identify, for example Shell, Nike, Bennes & Mauritz, IKEA, Exxon, Monsanto, 
Enron and Worldcom. In China, awareness of corporate commitments was lower 
than in the other focus group sessions and people looked at the cultural roots of the 
company to help them judge if a company is likely to act in a sustainable manner 
(i.e. European companies were regarded as more likely to behave in an
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environmentally sound manner than a Chinese company), but interestingly also 
looked at what the company produced.
7.2.4 Does a company’s reputation have an impact on people’s 
purchasing decisions?
To see whether a company's reputation of being environmentally and socially 
responsible had an impact upon people actions, part of the discussions focused upon 
whether environmental and social issues are considered in buying decisions. Many of 
the respondents within the Finnish focus groups had taken environmental and social 
issues into account when buying products/services; “/  will vote with my money, 
always. I f  I  have choices, I  consider also those issues. " (Middle Manager, Finland); 
“...in the clothes area, clothes and shoes, sports shoes I  have sometimes after having 
read about the child labour being used in the developing countries by Nike or 
somebody, that impacts me and I  haven’t bought products based on that” (Senior 
Management, Finland). Some chose products with long service life, many avoided 
products tested on animals and buying fur. Participants said there was a "feel good 
factor" in buying more environmentally or ethically sound products, even though it 
is not always a conscious decision; “/  had bought honey and I  noticed that this is a 
fair trade bottle -  great, but I  did not choose it when I  was buying” (Non 
Management group, Finland). Some, however, were prepared to pay slightly more 
for them; "I have thought [about the] effects o f my choices. I f  there is a more 
environmentally sound product, I  choose it even i f  i t ’s more expensive. You buy good 
conscience or something, in a way "(Non Management group, Finland). In Dallas, 
there were a small number of people who did consciously look for and consider 
environmental and ethical information when buying products and some had 
boycotted buying from certain companies for a period of time. Most action was 
driven by the desire to buy local and support USA. Unaware of the specific actions 
of individual companies, many participants did not feel qualified to judge whether a 
company was a good or bad corporate citizen. The trustworthiness of information 
provided about companies and their products (e.g. eco-labelling) was also questioned 
in both Finnish and American groups; "... when you get the information is it from a 
trustworthy source, and how much o f this is true and is it like funded by the
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competitors you know and it is really hard to read through all the, or be arsed to 
find out what really is going on you know" (Non management group, Dallas).
7.2.5 Attitudes towards Nokia and Environmental & Social 
Responsibility
Most participants agreed that Nokia’s current commitment to environmental issues is 
linked to the Finnish historical roots of the company, values (particularly the Nokia 
value “Respect”) and increasing drivers from external stakeholders. Responsible 
behaviour was also closely linked with maintaining the Nokia brand ("When 
concerning Nokia, it is clear, that Nokia relies a lot on its brand. In that sense Nokia 
is extremely fragile, and can lose a lot" (Finland, Middle Management)), associated 
with manufacturing large volumes of products, as a market leader and for customer 
satisfaction (“z/ we provide a healthy environment for our customers then they will 
always be there to use our products'” (UK, Engineer)).
Participants in Finnish and Chinese groups felt that a commitment to good 
environmental performance is well established within the company. Both direct and 
indirect groups at BNMT also agreed that this commitment is constantly reinforced 
and updated through training and ways of working. Purported levels of awareness of 
the company’s activities having a social focus (e.g. community involvement) on the 
other hand was much lower in these two locations but recognised as increasing in 
importance: “...these corporate social responsibility issues are still dormant... they 
will become more important, one should be alert already. "(Finland, Middle 
Management)
It should be highlighted that the term social responsibility was most spontaneously 
associated with initiatives with external stakeholders (i.e. community involvement 
projects and promoting human rights within the supply chain), rather than employee 
well-being. Employee well-being (particularly within Finland and China) was 
considered as something that has always been there, although it was defined slightly 
differently in different locations (employee well-being is discussed in more detail
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below). As the discussions developed, however, people agreed that employee well­
being fell within the scope of social responsibility.
Participants associated many impacts on the environment and society arising from 
Nokia activities and products. A comprehensive list can be found in Table 7.5 below. 
Although environmental and social responsibility were seen as separate, when 
participants were talking about environmental and social issues there was not a clear 
distinction between what was considered environmental and what was considered 
social. This first became evident in the pilot study in the UK, where the discussion 
was confined to environmental issues only; not only did people talk about local and 
global environmental concerns (such as recycling, pollution from cars, traffic 
congestion to climate change and deforestation), they also included the radiation 
effects associated with mobile phones and masts, issues of mobile phone usage 
(etiquette) and participation in local initiatives within the context of environmental 
issues. This perspective on 'environmental issues' is in line with the thinking on 
Sustainable Development, which argues that environmental, social and economic 
issues all need to be considered in conjunction with one another to get the right 
balance.
Table 7.5: Environmental and Social issues associated with Nokia fNT.B. this is a combination of 
Tables 7.1-7.41
Product
Battery disposal & recycling, Product recycling (large 
manufacturing volumes, short life-cycle), packaging 
recycling, prototype recycling, plastic recycling, product 
refurbishment, product take-back and incentive schemes, 
lead-free soldering & technology, legislation, paints & 
solvent, material choices and restrictions (e.g. lead, 
chromium, cadmium, beryllium), hazardous substance list, 
waste from sales and component packaging, battery 
efficiency, disassembly, accessibility of products to 
disadvantages groups, standardised accessories (e.g. chargers 
desk stands, batteries), upgrading functionality (or software) 
or products rather than hardware, environmental 
requirements in product development
Health effects associated with mobile communications (e.g. 
from phones, masts, base stations). Hazards from using 
mobile phones whilst driving and opportunities for hands free 
and blue-tooth technology, after-sales services
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• Aesthetics of base station and mast design
• Noise pollution (i.e. from loud ring tones), mobile phones 
and privacy (e.g. use of camera phones, mobile phones used 
to track people’s location), theft of mobile phones
Site impacts 
from 
Manufacturing 
activities and 
office use
• Energy consumption, waste production & disposal, 
emissions, Health & Safety, pollution, use of toxic 
substances, ISO 14001, varying conditions and regulations in 
different countries.
• Construction of new buildings, impact on the local 
environment, energy consumption of buildings (e.g. turning 
off lights), double-sided printing, using mugs and 
metal/plastic cutlery as opposed to paper cups and wooden 
chopsticks, ISO 14001, site waste, waste (cafeteria) sorting, 
recycling paper, PC monitors, coffee cups, cans, emissions & 
noise from employee cars, employee travel, car-pooling, 
flexi-space, home-working, substituting travel with use of 
net-meeting
Supply Chain • Extended responsibility down the supply chain, depleting raw 
materials, Nokia environmental & ethical supplier 
requirements, logistics, purchasing office supplies and travel 
services according environmental/ethical criteria, trade 
customer partnerships, supplier diversity, supplier 
relationship management
Company
• Nokia brand image, environmental stakeholders, competitor 
advantage, corporate transparency, corporate responsibility, 
Nokia Culture & Values
• Internal and external communications, environmental training
• Employee well-being, work-life balance, team spirit, 
employee development & feedback mechanisms, employee 
diversity, flexible working hours
• Employee volunteering and Nokia community involvement 
programs (e.g. Helping hands, Habitat for humanity. United 
Way, Kidd’s Kidz, sponsored golf tournaments, donations to 
red cross, UNICEF, September 11th, tree-planting, Great Wall 
clean up, teaching support in remote areas, support flood 
victims) and further opportunities (e.g. helping older people 
to use mobile phones, contributing to communication 
infrastructure in developing countries and providing 
employees with sabbaticals). Nokia’s tax payment.
• Employee internal benefits e.g. legal aid, counselling, free 
lunches, transport to and from work, birthday presents
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Important issues?
Participants from UK, Finland, US and China all identified the waste associated with 
selling millions of phones per year as one of the priority issues for Nokia and talked 
about the importance of providing and supporting take-back schemes for phones and 
batteries; "450 million phones next year, PCs the same, what are they going? I had 3 
PCs in my house and I threw them away, parts that could have been recycled. What 
are we doing as an industry?" (Dallas, Senior Management), “...Nokia should have a 
very aggressive phone and battery recycling programme” (Mountain View, Middle 
Management). Many people had heard about forthcoming Legislation16 and were 
under the impression that Nokia will be responsible for collecting and recycling its 
mobile phones from the market once they have reached their end-of-life. There was 
some confusion regarding the implications for Nokia; for example in the UK, most 
focus group participants saw this responsibility as placing a significant financial 
burden upon Nokia, whereas in Finland, there were some who thought recycling and 
take-back services would provide financial benefits back to the company. People 
also talked about the logistical difficulties of collecting all those waste products from 
the consumer.
The health effects associated with mobile phones were also identified as an 
important issue for Nokia and the telecommunication industry as a whole. Discussed 
rather openly in the UK and Finland and more tentatively in the US, participants 
were aware that research is ongoing in this area and considered “that the EMF thing 
is handled professionally”. However, it was widely held that increased 
communication would be appreciated due to the confusion created by different 
studies which have provided different results (“somebody pointing in that direction 
and somebody pointing in that direction”) and the expectation that Nokia employees 
know the truth.
In addition to electronic waste and health effects associated with mobile phones, 
other priorities highlighted by Finnish participants include supply chain issues and 
employee well-being. Employee well-being and the safety issues associated with
16 EU Directive for Waste Electronic and Electrical Equipment
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using cell phones in cars were raised as a priority concern for participants in the 
Dallas groups. This was not totally unexpected due to the recent press coverage of 
this latter issue within the US. However many felt that there was a big opportunity 
for Nokia to take a proactive approach on this, through promoting hands-free and 
blue-tooth technology (e.g. "... blue tooth is a step in the right direction, [the] 
Company could give people opportunities to make it safer to drive" (Dallas, Middle 
Management group). In China, discussion also focussed on impacts associated with 
manufacturing mobile phones and safety in the workplace.
Do employees think Nokia is doing enough?
Opinions as to whether Nokia places enough focus on sustainability varied from 
person to person. In China, the integration of environmental consideration into 
working practises (i.e. as part of EMS) meant that many felt Nokia is leading in the 
environmental arena; “Nokia is a company who emphasizes product quality and 
environmental protection” (Direct worker, BNMT), " We are the first factory in China 
implementing ISO 14001 protocols here in Beijing” (Manager, BNMT). In other 
locations, the majority of participants were ambivalent about whether Nokia is doing 
enough. Nokia’s own internal commitment and culture were identified as the 
strongest motivators to take the leading position and proactively go beyond legal 
expectations and industry norms. Nokia was believed to be very fast at meeting legal 
requirements. Yet many of the respondents were uncertain as to how far Nokia has 
gone beyond the minimum level of requirements and how far it should go, which 
parallels the views expressed regarding general corporate responsibility (see Section 
7.2.2 above). Participants in Dallas also felt that supporting environmental and 
community initiatives should not come before protecting jobs and the company.
One theme that was evident in all groups and that has an important implication for 
corporate responsibility at Nokia was the level of trust demonstrated by participants 
regarding the company’s performance. Although detailed knowledge of specific 
initiatives was low amongst those who did not have an environmental or HR focused 
remit, there was an overwhelming level of trust demonstrated by participants. Even
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when respondents were not aware of what was going on, they fully believed that 
Nokia would be managing the issue at a level that was at least on a par with its 
competitors; i f  the scale was 1-10,1 would say we are about 1” (Dallas, Senior 
Management), more.... “compared to a lot o f other companies, I  do think it's quite 
good' (Engineer, UK), " I  think it is a little more likely in Nokia than in some other 
companies because we have got the whole brand built around honesty and ethics ” 
(Senior Management group, UK).
Consensus that Nokia is acting but not always talking about its achievements in this 
area led people to contemplate the benefits to be gained through increased 
communication ( “there is more effort going into it than a lot o f  people realise 
“one o f  the biggest problems is we 're not publicising, we are not making it visible 
enough”). Increased internal communication was strongly endorsed by participants 
in all locations. Comments that people feel “proud” to hear that the company they 
work for is doing good things, suggests that raising awareness of these initiatives 
could be good for employee motivation and morale. It might also ensure that people 
are more likely to consider environmental issues in their own decision-making if 
they are constantly reminded of the company’s commitment. While internal 
communication was seen as a more genuine way of promoting Nokia’s successes 
(“m line with the "humble Finnish way'"), there were some, particularly in China and 
to some extent in the US and UK, who felt that a boost in external communication 
would also benefit the company if done in a tasteful way. For example:
Participant: Nokia employees contribute in a big way towards these very good 
social causes, but how much o f it is known to the local community?
Facilitator: How much should be known by the local community?
Participant: It should be known because invariably companies make mistakes 
knowingly or unknowingly; i f  the local community knows that the company 
also did such good things, in the bad times this would be helpful 
(Middle Management Group, Dallas)
Participants were encouraged to discuss whether they thought Nokia is a company 
that cares for the environment. In response, many looked to the justification behind 
the actions they had seen, for instance one Middle Manager said:
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“I  am not sure, I  don't know -  I  know they are trying to use lead free 
components but was that because it was regulated or was that because Nokia 
wanted to do it, you know. I  don't know... So I  don't know the motivation 
behind it, and because I  don't know the motivation behind it I  can’t say that the 
company is committed or not”
(Middle Management Group, Dallas).
“The question is, does Nokia actually behave responsibly or do they just live 
within the confines o f the law? ”
(Middle Management group. Mountain View)
Interestingly some people were uncomfortable for a company to declare itself as 
responsible if the drivers for its commitments are based on legislation or Public 
Relations (PR). Consistency was recognised as a critical aspect for the company to 
be regarded as one that cares, i.e. environmental and social considerations need to be 
evident in all company activities. It was strongly agreed that if  Nokia wants to do 
more in the environmental arena, to demonstrate more care, top management support 
is also essential; “i f  it is a company priority then it has to be from the top and then it 
has to be built down in objectives for people” (Senior management, UK)
Employee attitudes towards site (office and manufacturing) environmental issues
The need for Nokia to respond to and manage environmental impacts from its own 
facilities was highlighted as one of the first priorities within the groups (e.g. 
“important to keep its own house in order”', “one o f the biggest things we should 
generally look at is our energy consumption”). Some participants drew comparisons 
between different sites (Nokia House in Espoo and in Irving, and the manufacturing 
facility in Manaus (Brazil) and Alliance (Irving, US) and felt that common 
environmental and working conditions should be applied to all.
The groups demonstrated varying degrees of awareness of those environmental 
facilities (e.g. recycling facilities, energy and water saving measures) available to 
them. Interestingly, many looked towards the evidence of these facilities as concrete
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indicators of the company’s overall approach to manage environmental issues. 
Comments such as "I think we do relatively good job. I f  you go past here at night 70- 
80% o f the lights are o f f  were made in the US. In Finland respondents felt that the 
"waste issue" is generally taken care of due to everyday evidence of recycling bins. 
However, in the UK, evidence of initiatives was lower "... there are no bottle banks 
on site “ when you drive past the site at night it is always lit up like a Christmas 
tree"\ “there's a perfect example when you walk out the front door o f  this building 
because there are two huge great areas that should be populated with trees and 
aren % its been that way for two years'” and led to a much more negative overall 
impression.
The segmented waste bin was also brought up in all UK and most Finnish groups; 
“We got some sort o f three tiered waste bins appeared in the offices and I  have no 
idea o f what goes in each o f the three boxes anyway so I  don't... ”. Used as a 
practical example of how effectively Nokia is managing its environmental aspects, 
people could see that effort had been made but as very few knew how to separate 
their waste or whether the different fractions were in fact treated differently, it was 
felt that overall commitment was not present. Participants in UK, Finland and the US 
believed benefits could be gained from reminding employees in their respective 
locations of the different initiatives (“What we could do is to remind people about 
these good practices”). Some said that knowing that their desk waste was actually 
recycled would motivate them further. Of all locations it is possibly the Chinese 
groups who were most aware of the environmental facilities available to them.
In Finland opportunities for improvement were identified in purchasing office 
equipment. Many people said they wanted to feedback their ideas and take personal 
action, but those who had tried had experienced some difficulties:
"I have a positive image, in principle, but I  think there are lot o f things we 
could do better. From my personal point o f  view, for instance, why don’t we 
use recycled paper, which is as good as white paper but a little bit darker. And 
these office supplies, printers and others. I  don’t think that anybody pays 
attention to i f  they are environmentally friendly, and i f  the toner cartridges are
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recycled and... I  really had to fight in our floor in order to get a recycling bin 
fo r  batteries"
(Finland, Non management)
"...I also have ideas but I  don’t have a clue where to throw those ideas i f  I  
came across one. Like this fair trade coffee thing, we just discussed it with our 
friends. Why don’t we use fair trade coffee in Nokia? I  don’t have a clue who 
to communicate to..."
(Finland, Senior Management)
“It's very hard to change things from the bottom up, you've got to persuade a 
lot o f people to change the process and everything's got to be written down 
now, so it's a big effort”
(Engineer, UK)
This supports the idea that it should be easy for people to participate and contribute 
to making site improvements. For example in Beijing some employees had 
performed an active role in solving environmental issues relating to their work 
environment and were proud to see their suggestions come into effect.
Telecommuting was brought up in Finland and both US locations as a way in which 
the company could reduce the environmental impacts of the site and brings social 
and financial benefits, if  managed correctly. This appealed to many participants: in 
Mountain View “the telecommuting thing allows a lot o f flexibility” and viewed 
positively, whilst in Dallas and Espoo it was widely felt that that telecommuting and 
flexi-time were not always supported {"It’s kind o f  tolerated") within the company.
Environmental and social expectations for the supply chain
Participants were encouraged to discuss Nokia’s role in managing environmental and 
social responsibility within the supply chain. It was widely acknowledged that as a 
manufacturing company Nokia is dependent upon its suppliers and that the 
performance of these suppliers can impact upon both the quality of the final product
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(“the quality o f raw materials influences the quality o f phones directly”) and the 
company brand and reputation ( “i f  you are a truly environmentally aware company, 
then obviously you need to know what effect your suppliers are having on the world, 
the environment”) even though some participants thought that environmental issues 
would be given low priority next to cost ("...most the time it is the bottom line, right 
now i f  they can shave one penny o ff a part it means millions o f dollars"). As the 
discussion developed it was widely recognised that as an end producer, Nokia’s 
responsibility encompasses more that just its own manufacturing processes:
"I think we are responsible because our brand is on the end product, so the 
responsibility is as fa r  as we must know what goes into our product"
(Middle management, Mountain View)
“Nokia is responsible from end to end fo r  all o f its products and that is a 
strong statement to make for a company”
(BNMT, Management)
One Finnish group in particular, identified good ethics within the supply chain as one 
of the priority issues for Nokia in this topic area (“f/ze risk here is a long logistics 
chain”). IKEA was used as an example of a company recently in the media for 
problems within their supply chain. Quite a few participants were aware that there 
are environmental and ethical criteria that suppliers must meet to get a licence to 
operate with Nokia. There was confusion however as to how much influence even a 
big company like Nokia has beyond the first tier17 of suppliers, even though these 
might be the source of most risks.
“The questions are made on the top level, and then in principle, you just have 
to trust that these suppliers are reliable also when concerning their suppliers.
You can Y really go very down in the chain"
(Finland, Middle Management)
171st tier suppliers are those suppliers with whom Nokia has a direct relationship and contractual 
agreement with and whose products (e.g. components) go straight into manufacturing process. 2nd tier 
suppliers, supply direct to Nokia’s 1st tier suppliers and often do not have any direct relationship with 
Nokia.
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Some suggested that the increasing calls for transparency being experienced by 
Nokia would soon affect and put pressure on suppliers to also be more open.
Product Life-Cycle Environmental Issues
Participants talked about many impacts they associated with the life-cycle of Nokia 
products; managing waste mobile phones and the health issues associated with 
mobile communications were seen as important issues for Nokia and are discussed 
above. The concept of Design for Environment was understood well by many 
participants ( “Design for environment i t ’s there that you can really make a 
difference”, “There we can minimise our materials and select materials'”). People 
working within R&D talked about material restrictions such as the move towards 
lead free components and potential ban of Nickel Cadmium (NiCad) batteries. 
Sourcing participants discussed how design decisions (e.g. selecting a particular 
component) made regarding high volume products could result in significant impacts 
on the world’s resources. Some UK participants highlighted that new technologies 
and material presented potential risks to product reliability and that taking a leading 
role meant having to overcome initial problems; 'fo r instance in one product 
program they are moving towards the lead free environment and taking maybe on 
board some problems in doing that” said one senior manager. But there was also the 
feeling that overcoming such problems is accepted as one aspect of being a market 
leader.
Some participants in the UK and Finland proposed that making mobile phones more 
durable and selling functionality would provide an environmental improvement; "In 
the future, an alignment could also be that we would provide more durable devices, 
we would sell software for them”. Standardising accessories throughout Nokia 
products and the rest of the industry was also proposed, though believed unlikely to 
happen in the near future.
Wider impacts associated with mobile phone usage included the safety issues 
associated with mobile phones usage in cars (as highlighted in Dallas), noise 
pollution from loud ringing tones and mobile phones etiquette. A few participants
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were also concerned with how mobile phones can be used and linked to unethical 
activities. For example selling to the military and how the use of camera phones in 
different cultures is proving an intrusion of privacy (“Arab countries are resentful 
because they feel that they intrude on the privacy” Senior Manager, Espoo). It was 
suggested that Nokia could provide guidelines or recommendations to address these 
issues; however, people saw limitations to this, uncertain of Nokia’s role. As well as 
looking at the negative impacts, it was also suggested that the company should 
highlight some of the benefits arising from mobile communications, for example the 
reduced need for travel and the provision of easier, more efficient ways of 
communication. Two groups also talked about accessibility, that is, producing 
phones that are accessible to visually impaired or physically disadvantaged people. 
This was seen as an area which Nokia is reportedly leading but does not promote; 
doing so could gain a clear benefit to the company.
Employee Well-being
In the Finnish groups, well-being was associated with job satisfaction, flexible 
working environment, fair treatment, good team management, physical & mental 
health facilities and development opportunities. In the USA, well-being was linked 
with teambuilding (volunteering), feeling secure and safe at work, meaningful jobs, a 
stress free and physically comfortable working environment, and work life balance. 
Well-being was particularly important to direct employees at BNMT who 
appreciated free lunches, transport to work and back, allowances for travel and 
birthday presents, job rotations and also the ability to feedback their views and 
contribute to working practises. Many believed that Nokia is doing a fairly good job 
in employee well-being in comparison to other companies and was a good place to 
work. Well-being was identified as being synonymous with the Nokia value respect. 
One participant in the USA non-management group described his experience as 
follows:
"It is hard to put a finger on it really, it's just there was not the 'you are going
to be here and you are going to work all day, and you are going to get an
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exactly 5 minute break', you know, and all that kind o f stuff It was, there just 
seemed to be a lot more care about you as a person".
(Non Management Group, Dallas)
People in the US groups suggested that due to the company culture, the company 
attracted highly motivated individuals. However, this was criticised by some as 
having a negative impact on team spirit, as these ‘individuals’ were more focused on 
and perhaps preferred working for personal targets and progress rather than with 
group work. In Finland, participants within the non-management and middle 
management groups commented upon how the organisation was always being 
reorganised ^nothing is permanent except continuous change, maybe it could be 
slowed down sometimes'"). Too much change was thought to be bad for teambuilding 
and caused insecurity in employees, especially young people. Work life balance was 
also discussed to some detail and was an area of concern for many participants:
F: Expectation is that you are reachable
M: No one in the company is stopping that behaviour. The values support it 
but it is always [down to] the manager 
(Snr management group, Dallas)
“Although Nokia’s top management says in Nokia People18 that you have to 
balance work and personal life and other, you feel sometimes that i f  you leave 
at 4:30 all the others stay there and you leave with a bad conscience."
(Non management group, Espoo)
Participants in Finland and the US saw it as their own responsibility to achieve work 
life balance but still felt that it had to be encouraged and supported by their direct 
managers. Flexi-space was highlighted as a concept with problems if used 
incorrectly; " I f  you want to have fo r  instance your family picture there, you have to 
take it o ff every night, and put it there again in the morning. You have not your own 
environment" said one Finnish participant. Some felt quite strongly that seeing 
individual or team achievement was an important aspect of their employee
18 Nokia People is Nokia’s internal magazine
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motivation. In BNMT, the only area in need of improvement was the food provided 
at dinner for the night workers.
Nokia Values
Values, particularly respect, were discussed in each focus group19 and as highlighted 
above, were seen as strongly linked to employee well-being and corporate 
responsibility as a whole. In the BNMT groups, it was evident that employees both 
understand and have internalised Nokia’s values reasonably well. Managers tended to 
see the Nokia values in a more abstract and conceptual way in which they impact on 
every aspect of management and work. Direct employees tend to see the values in 
more concrete terms, manifesting in works they come in to contact with on a day- 
today-basis. In the US and Finland groups, the values were also highly regarded and 
well understood by all participants. HR representatives highlighted the importance 
of company values for opening access to the best talent pools; “we have to know 
what kind of values there are amongst people, children and the young generation and 
how they see Nokia, how it fits into their value system. If we don’t get the match we 
are not getting the best people”.
While interviewees agreed that the values were implemented well at a company 
level, at a practical departmental level it was much more difficult and consistent 
implementation was seen as very much manager specific. It was also noted that 
whilst values are easy to uphold during profitable periods, it is not so easy to 
implement them consistently when the business is experiencing tough times; “it is 
easy to be a good social company when everything is pointing up, and when it goes 
down, where are the values?”.
Diversity
Respondents in Finland and US tended to define diversity quite broadly, to include 
different cultures, languages, ways of thinking, ways of dressing etc. When
19 Except in the UK as the discussion guide focussed on environmental issues
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prompted, they agreed that diversity brought the "richness" and "creativity" to the 
company, especially for working in a global market:
"I think it’s very important - independent o f a problem, a solution or a goal - 
that people with different backgrounds, education, race, sex, age, however you 
define diversity, bring different views. Although you try to think openly and 
look at the things from several points o f views, people with different 
backgrounds bring views which have not been even dreamt about"
(Finland, Non management)
The only challenge identified was in relation to communication, but this was thought 
to be minor in comparison to the benefits. On two separate occasions in Dallas 
groups, it was spontaneously said that Nokia is even at the point of having "diversity 
blindness" where it is just not an issue and people are taken on for their ability to do 
the work. Globally Nokia was seen as very diverse, particularly the bottom two 
thirds of the organisation, though participants believed that top management was 
predominantly Finnish, white and male. However from a cultural perspective this 
was not always seen as a negative feature because interestingly some (particularly 
US) participants felt that it was Finnish management that made the company what it 
was in terms of success and culture. Financial constraints had inhibited some 
managers in sending their subordinates on job secondments. It was widely agreed 
amongst participants that it is definitely wrong to positively discriminate against 
people, to "artificially" diversify the workforce.
Community Involvement Projects
Awareness and participation within community involvement projects was highest in 
the US groups. Quite a few people had actively participated within Nokia organised 
schemes such as Habitat for Humanity, United Way, charitable golf tournaments, 
Classlink, Employee Match etc. In China, participants recalled tree-planting events, 
Great Wall clean up, teaching support in remote areas and donations to floods that 
occurred in 1998. Some had heard about these activities initially through external 
sources, rather than internally.
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“I  heard Nokia held an activity o f waste collecting and tree planting near the 
Great Wall. I  have one classmate whose working unit is near there, so she told 
me that we Nokia went there. I  fe lt very proud when I  heard o f that. Tree 
planting and waste collecting can make people remember Nokia clearly in 
mind”. (BNMT, Direct Employees)
Table 7.6: Participant proposals for community involvement projects
- Nokia could make more of the skills that people within the organisation have. 
For example employees with musical talents might be able to help out in 
musical therapy activities, or "...[I would] like to see us getting involved with 
education -  not necessarily with Dollars, we have people here with many 
skills who could give talks at career days" (Middle management group,
- There are opportunities for Nokia to contribute to education. For example 
many saw an obvious connection between science, maths and Nokia (which 
were felt to be critical issues in the education system in Dallas) and helping 
old people to use mobile phones. It was also thought that teaching relevant life 
skills was another area of opportunity.
- Some suggested that volunteering would be an effective way of helping 
people to connect with their local environment, by enabling them to actually 
go out and work with environmental issues hands on, to show people how 
their individual efforts could have a visible impact.
- Nokia could provide the chance for employees to lake sabbaticals to work on 
environmental or development projects; e.g. Nokia could contribute to the 
development of communications in underdeveloped countries.
On the whole, people saw Nokia's contributions and community activities in a 
positive light and promoting a positive image for Nokia ^ ‘I t ’s good that Nokia is 
active in charity work; you have to advertise and create brand”), though a few 
thought that Nokia should not focus on charity before business. Those who had
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participated saw it as bringing personal benefits. In Dallas quite a few participants 
talked about how they had made volunteering and aspects of social and 
environmental responsibility a key part of their family life (outside of work) and 
were instilling the value of respect for others in their children. Participants in Espoo 
and Beijing were aware that activities were going on and wanted to get involved, but 
were either not sure how to or had found it difficult.
Many suggestions were made throughout the groups (see table 7.6), yet participants 
felt there was no obvious place to put these ideas.
7.2.6 Are we taking personal responsibility?
The extent to which people felt they had and took personal responsibility for 
environmental and social issues varied between individuals. From an environmental 
perspective, people took responsibility and endorsed those issues that were a part of 
their work. For example participants working within the BNMT manufacturing site 
clearly had environmental considerations embedded within their working 
instructions. A small number of participants identified that the company’s ability to 
manage sustainability risks could impact upon them personally; “On a base level our 
careers are dependent on Nokia's continuing good business, something that could 
potentially damage the business ...need to be sure we are addressing that” 
(Platform, UK). However, those who were not specifically working in 
environmentally related areas or did not have specific instructions, could not always 
see a direct link to their own work and therefore it was primarily seen as an expert 
issue. The exception was the day-to-day activities. When encouraged to talk about 
what effects respondents had on the environment, the majority spontaneously 
highlighted those arising from the activities that enable people to do their work and 
that “are related to daily life ” (e.g. driving to work, using a computer, printing out 
paper, using chemicals) as opposed to those arising directly from their work (e.g. 
selecting a particular material for a mobile phone cover, promoting a supplier’s good 
performance); “i f  we just took this location where we ’re sat, we ’ve impacted in this 
environment because o f the way we people have to come to w ork\ “well in my area,
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the travel perhaps comes to my mind firs t”. It was much easier for people to identify 
personal responsibility for those impacts where they could see a direct link between 
cause and effect (e.g. producing a service manual or waste from test samples).
Some people said that they would welcome “concrete instruction” on what they 
could do; “People know about it but don't know what to do”. Management 
participants within all locations wanted to understand Nokia’s overall environmental 
goals to help direct their decision-making and identify what commitments people 
needed to take:
“What is the kind o f environmental profile, somewhere you can kind o f  stick 
yourself attach yourself and think through the profile or think through the kind 
of... how do I  apply environmental things in my work? ”
(Finland, Senior Management)
"... the question is, where is that on this roadmap where is the environmental 
policy that says you must be doing that”
(UK, Senior Management)
From a social perspective, participants readily saw their role in contributing to 
employee wellbeing and a positive working environment as being tantamount to the 
Nokia values. For example, one participant said: “Environmental issues are not 
there, they are discussed but they are not there in concrete way, on social side, i t’s 
your own team, you own work input” (Non-management group, Espoo); uthe way we 
treat people, respect fo r  the individual” (Middle Management, Dallas). Some people, 
often those with children, said that they carried this sense of respect and social 
responsibility outside of the company to their home life. Social responsibility was 
not seen as an expert issue as such, but rather a part of being a good citizen.
Further opportunities for encouraging greater personal responsibility were proposed 
by participants. The ability for people to contribute to creating positive change 
should be appreciated and easy, as it can help motivate employees and promote 
ownership (see section on site environmental issues). To ensure environmental 
factors are considered in people activities it needs to be something "that people feel
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and live" to appreciate the impacts from their decisions; incorporating environmental 
volunteering with teambuilding would be far more effective way of achieving this, as 
opposed to a PowerPoint presentation (see section on community involvement). 
Information regarding the company’s overall strategy in this area, various initiatives 
and details on how to participate/contribute should be clearly communicated and 
easily available to employees particularly management teams.
Conclusion
This section provides an insight into the range of different views and opinions held 
by Nokia employees in the UK, Southern Finland, the USA (Dallas and Mountain 
View) and Beijing, China. The conclusions and implications that can be drawn from 
the findings are outlined in section 3 as follows.
7.3 Conclusions and Recommendations
This section provides the conclusion to the employee focus groups, and proposes the 
implications and recommendations for the company.
7.3.1 Local Environmental and Social Concerns
In this study, employee concern for environmental and social issues tended to focus 
on those issues that have an effect upon their local surroundings and daily lives. A 
focus on local conditions is not unexpected as people generally find it easier to think 
about local than global problems (Bumingham, 2001). Local issues were perceived 
as more tangible, with clearer causes and effects, can impact upon people’s well­
being (e.g. health) and are therefore easier for people to relate to and follow. 
Although there was an overwhelming focus on local concerns some participants did 
show interest and concern for wider and more global issues with those topics that 
had recently occurred or featured in the media receiving particular attention. It was
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also found that participants talked about global issues in a local way. Environmental 
and social issues were seen as becoming increasingly pertinent.
The finding that concern focuses on local circumstances suggests that environmental 
and social initiatives that have a strong local focus and/or bring about change at a 
tangible level are more likely to yield better recognition and support from 
employees.
7.3.2 Environmental and social issues are not always distinct
While environmental responsibility and social responsibility are separate terms, the 
segregation of those issues that fall under each phrase is not always distinct. This 
became first evident in the pilot study focus groups conducted in the UK, where 
'environmental issues' were associated with much more than just traditional 'green' 
issues. In addition to topics such as recycling and climate change, environmental 
responsibility was also seen to encompass health issues associated with mobile 
communications and social issues (e.g. mobile phone etiquette, initiatives within the 
local community) as well. Of course it may also be that the reverse is true, that social 
issues are seen to encompass health and green issues.
This understanding is consistent with the concept of sustainable development which 
argues that it is unproductive to think about environmental issues in isolation from 
social and techno-economic factors. Environmental affairs, community involvement, 
employee well-being, supply chain management are all currently managed by 
distinct groups within the organisation. There are potentially important gains to be 
made for the company’s work towards sustainable development if these groups 
collaborated on initiatives such as awareness building to adapt an approach that is 
more in line with how employees see these issues.
In some cases, social responsibility was most spontaneously associated with taking 
care of society or rather external stakeholders. Although as discussions progressed it 
was widely agreed that social responsibility also incorporated employee satisfaction,
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it should be remembered that employees do not necessarily interpret environmental 
and social responsibility in the same way as those people working specifically in 
those areas.
7.3.3 Employee expectations for Nokia and commitment to 
corporate responsibility
Environmentally proactive companies tend to have a positive attitude to the business 
benefits of environmental performance coupled with a belief that it is important for 
companies to respond to the environment (Petts et al. 1999). Nokia is believed to be a 
good corporate citizen and very fast at meeting (forthcoming) legal requirements. 
Employees working with environmental or social issues were aware of the company 
commitments relating to their work. Even those who did not know what was 
happening in detail, in the main trusted that the company was performing at least on 
par with its competitors, if not ahead. Responsible behaviour was seen as very much 
in line with corporate culture and values and as critical to support and protect the 
brand and company reputation. This supports research by Panapanaan & Linnanen, 
(2003), whose investigation into the views of Finnish managers and executives, 
highlights that the country’s strong culture of structure, conformity to strict laws and 
regulations, strong stance on morality, intolerance towards corruption, and positive 
attitude to globalisation and engineering, all support environmentally and ethically 
responsible business conduct. Furthermore as employees are influential advocates of 
corporate activities and achievements (MORI, 2005), this finding has positive 
implications for promoting and supporting Nokia’s reputation as a responsible 
company.
The focus groups highlighted that whilst a few thought the company was not doing 
enough and should do more to ‘give back’ to the society in which it operates, most 
agreed that this was only likely to happen and should only happen, if clear business 
benefits could be gained. There is evidently a strong feeling that the company should 
take the opportunity to increase communication on its achievements, primarily 
internally but also outside of the company. But in some markets, care should be 
taken with using words such as “committed” and “cares” in the context of initiatives
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motivated by legislation or PR. An open and honest approach is crucial for the 
company to maintain and encourage its employees’ trust.
7.3.4 Priority concerns
The study highlighted that participants from all locations felt it is important for 
Nokia to look after its own employees and facilities first of all. However those areas 
seen as presenting the greatest challenge or potential risks for Nokia and the mobile 
communication industry were managing “End-of-Life” waste and the health issues 
associated with mobile phones. Other areas for concern included potential risks 
within the supply chain and impacts associated with the way in which mobile phones 
are used (e.g. safety when driving, inappropriate use of camera phones). As the 
market leader with a high reliance on the company brand, employees felt it is was 
crucial that these issues be addressed.
Awareness of internal recycling schemes was good in Finland and China, yet many 
participants did not know about Nokia's external takeback channels and recycling 
schemes that were in place at the time of the data collection. This is clearly a missed 
opportunity for Nokia. Promoting its activities and highlighting how it is managing 
redundant mobile phones is an issue which is clearly identified as a key concern, 
such promotion would encourage a much more positive attitude towards Nokia's 
environmental management.
The same recommendation applies to employee perception of the health issues 
associated with mobile communications. Although many were aware that research 
was going on, they were generally unsure of the details and participants; those in the 
US in particular did not feel entirely comfortable talking about it. There is obviously 
an opportunity for Nokia to promote the research and funding invested in this 
particular area to employees to ensure that they speak confidently of Nokia activities.
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7.3.5 Small things can say a lot
To continue the discussion on the importance of looking after workforce and site 
environmental issues, it was evident in the study that what might be perceived as 
relatively small practical improvements, can actually send a powerful message to 
employees.
Firstly, from an environmental perspective, in these focus groups many people made 
a direct link between actual visual evidence of environmental initiatives (i.e. those 
site and office based initiatives) and how Nokia as a company approaches 
environmental management. Petts et al (1999) find a similar situation in employee 
research conducted within small and medium sized enterprises, whereby non­
management employees stressed that a clean and safe working environment is an 
important indicator of a company’s response to the ‘green’ environment. The 
implication of this finding is that if Nokia wants to send the message to its 
employees that it is really committed to minimising the impacts associated with its 
operations, then it is important that basic schemes are in order. The segmented waste 
bin for example became something of a metaphor of how Nokia manages 
environmental issues. While all participants in the UK and Finland have a three­
tiered office waste bin under their desk, the majority of the participants in this study 
had no idea what type of waste should be placed in each segment, as it has never 
been communicated to them. The implication is that if Nokia is not doing much to 
improve these site based environmental issues, which are possible the most obvious 
and easiest to address, then it cannot be effectively addressing its other 
environmental impacts. Site initiatives are inevitably what the majority of Nokia’s 
workforce actually see on a day-to-day basis, as part of their working environment. 
So addressing these issues and ensuring that employees are aware of how to use 
them provides an important indicator to employees regarding the company’s overall 
approach.
With respect to Nokia as an employer, attitudes displayed during this study indicate 
that Nokia is a good place to work. Employee well-being is seen as well managed in 
comparison to other companies. Corporate culture and flexible working solutions are 
highly valued by employees in Finland and US. BNMT employees value their
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employee benefits. Nokia's values and employee diversity are seen as very important 
and are fully supported by employees. Managerial support is crucial for the 
consistent implementation of company values and supporting people to take 
responsibility for achieving a good work-life balance. Areas of particular concern 
highlighted by the focus groups included misuse of flexi-space, excessive 
organisational change, potential demise of team spirit and inconsistent use of values.
7.3.6 Missed opportunities
Among the more important antecedents of environmental concern and action is 
knowledge. Managers in Finland, UK and China expressed a desire to get a better 
understanding of the overall Nokia strategy and goals to help direct their decision­
making and identify what commitments people needed to take. Research by Ramus 
& Steger (2000) indicates that having a convincing environmental policy and 
ensuring it is effectively communicated can triple the probability of employee driven 
eco-initiatives. A lack of understanding of Nokia’s overall strategy for 
environmental and social responsibility may result in missed opportunities for 
consideration of environmental factors within company decision-making.
Employees were often unclear as to the overall balance of advantages and 
disadvantages to be expected from environmental and/or social projects. Indeed, 
taking a proactive stance in product environmental improvements, such as 
substituting certain materials or technologies was sometimes associated with 
additional work, reliability problems and initial capital outlay. There was a sense 
though that people accept that being market leader often means going out ahead and 
having to overcome initial problems, as long as there is a clear goal to which the 
company is aspiring.
Information regarding the company’s overall strategy in this area should be 
presented to employees and particularly managers in a clear manner, so that they are 
able to see how it fits with their own plans and can identify any gaps in expectations.
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7.3.7 Relating on a personal level
This study found that employees accepted responsibility for their day-to-day 
activities (i.e. turning off PC monitors, recycling paper) and associated impacts, 
where there is clear cause and effect. However employees do not necessarily make 
the connection between their own work or decision-making and any environmental 
and social impact (e.g. selecting a particular material for a mobile phone cover, 
promoting a supplier’s good performance). Furthermore it is perhaps unrealistic to 
expect employees to consciously consider environmental impacts associated with 
their decision-making without some support from the Environment Group. There are 
potential important gains to be made for the environmental and other corporate 
responsibility groups in presenting clear instructions to employees that emphasise the 
direct impact they can have, rather than overall global ambitions. Incorporating 
environmental or social development projects into teambuilding events can also help 
people appreciate the impacts from their decisions.
Wehrmeyer (1996), Welford (1996), Petts et al (1999) and Ramus & Steger (2000) 
characterise those management styles that are most successful in promoting 
environmental management as open (to communication and experimentation) and 
supportive of employee participation in environmental initiatives and decision­
making. The positive feedback from those who had participated in volunteering 
initiatives or whose ideas for driving further environmental improvements had been 
implemented indicate that Nokia employees value such opportunities and want to 
contribute. At present there a lack of channels within Nokia through which 
employees can actively contribute and make suggestions for environmental 
improvement. Being able to easily participate within schemes and having a channel 
to contribute suggestions for positive change can help motivate employees and 
promote ownership for responsible behaviour.
According to Wehrmeyer (1998) the greater inclusion of values and attitudes into 
corporate (environmental and social) initiatives helps foster identification of staff 
with the organisation they work in. The link between corporate responsibility 
activities within Nokia and the company value “Respect” means that people find it 
easier to see responsible behaviour as an intrinsic part of the company, and this to
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some extent enables them to relate on a personal level. This is evidently an excellent 
platform for Nokia to involve, educate and motivate staff about projects relating to 
environmental and social responsibility.
This section has highlighted the main conclusions and implications that can be drawn 
from the focus groups conducted to gain better understanding into the environmental 
and social concerns and expectations of Nokia employees.
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B. Consumer Attitudes
Consumer focus groups were conducted in China and Brazil. This section provides 
background information and a summary of the discussions in each country. Whereas 
in section A the key themes that emerged from the employees groups are compared 
across the different locations, in this section each location is discussed individually. 
Starting with perspectives towards general environmental and social issues, each 
section looks at whether consumers believe companies have a responsibility for these 
issues and what role companies should take alongside governments and individuals. 
The focus then moves on to investigate consumers’ awareness of company activities 
and examines whether a company's reputation in environmental and social 
performance affects people's views towards that company. Finally the sections 
explore the views and expectations towards Nokia and the company's performance in 
environmental and social responsibility.
7.4 Summary of Discussion and Key Themes
7.4.1 Beijing, China
Beijing is the capital of the People’s Republic of China (PRC), located in the North 
East of China and home to a population of approximately l ^ million. For the past 20 
years, the city has undergone relentless modernisation. It has opened up to increasing 
foreign investment, access to the Internet is rapidly expanding (though still 
controlled by the government) and information technology is one of the countries 
fastest growing economic sectors (Qiang, 2005). In 2004, China was estimated to 
have 325 million mobile phone users (equal to a penetration rate of 24%) and 87 
million internet users (PiperJaffray, 2005).
The State Environmental Protection Administration (2001; 2002; 2003) characterised 
the status of China’s environmental conditions as stable but still grave. Air pollution 
within Beijing remains a problem to this day; however the prospect of hosting the 
2008 Olympics has driven significant improvements in the local environment.
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Beijing city has promised $1.2 billion to clean up the city’s waterways and lakes, and 
the city planted 1000 hectares of trees in 2004 in downtown areas to help avoid wind 
erosion of soil (Beijing Morning Post, 2002). Education levels in urban areas are 
relatively good as the school leaving age is set at 16 years old. According to the UN 
economic and social commission for Asia and the Pacific (UNESCAP, 2005), 
Beijing's people have a relatively higher educational level than in other regions 
within China.
Summary o f discussion
As demonstrated in the employee research, key concerns in the consumer groups 
centred around those issues that directly impact on participants’ daily lives. 
Participants highlighted fear of job loss, the importance of education for building a 
better future, health and safety explained in terms of general well-being and security 
and the impact of air pollution. While environmental conditions were seen as 
improving ( “First o f all, the sky is clearer than before ” younger Consumer Group, 
Beijing; “there is more green in Beijing” older consumer group, Beijing), the impact 
upon quality of life and health is still evident; “pollution is improving, but can still 
get you down”. When participants discussed these aspects they revealed an 
acceptance that these issues are just one part of their daily lives, rather than being 
viewed as separate concerns. Secondary issues that emerged from discussions 
include citizenship ( ‘how we behave toward one another”), business behaviour and 
city infrastructure and development, particularly the concern that modernisation 
could damage traditional communities. Despite concern for the impacts of excessive 
change, participants painted overall a relatively positive view of their society: job 
and leisure opportunities were identified as increasing, improved access to 
information (particularly through the internet) was appreciated, Beijing was 
generally perceived to be a safe place to live i f  The life in Beijing is stable” young 
consumer group) and the forthcoming Olympics seemed to reinforce an overall sense 
of optimism, mobilising change and a sense of national pride.
When discussing who is responsible for driving improvements in environmental and 
social issues, three distinct levels emerged. The government was seen as having the 
ultimate responsibility and held the most power for driving and setting
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environmental and social policy and law. Companies and Joint Ventures were 
expected to be more like (corporate) citizens "...similar to the role o f individuals in 
society", responsible for ensuring that government policies are carried out and seen 
as the basis for developing and implementing their own company policy. Finally 
individuals were seen as responsible for their part in supporting the government 
policy (^"People must obey government polices”). Recognising their role as 
consumers, participants identified that supporting environmental and social policy 
was akin to their own beliefs, i.e. to do the right thing. However this was stronger 
amongst older consumers than the younger ones. Current commitments highlighted 
by the interviews included battery recycling (“We don’t dispose waste batteries 
blindly”), taking rubbish home to avoid littering public places, re-using carrier bags 
and using cutlery instead of wooden chop sticks (linked to deforestation). A minority 
also said that when possible they tried to recycle waste and had bought green 
products such as organic food and environmentally friendly detergents (although 
these products are not widely available). It was suggested in the older consumer 
group that a company’s ethical/environment commitments might influence a choice 
between two identical products (uI f  two brand were identical and I  had heard good 
things with regard to the behaviour o f one then that would affect my choice” 
(Beijing, Consumer). However, factors such as price, brand and quality remain key 
determinants of purchases.
Participants from both groups had a broad understanding of the principles and 
benefits of corporate environmental and social responsibility. The majority of the 
consumers agreed that a company’s main purpose was to gain more profit; however 
they also believed that companies can do more with respect to promoting 
environmental protection (e.g. environmental policies to reduce energy consumption 
and emissions), good employee working conditions and community development. 
Not only were companies seen as having a responsibility to give back to the 
environment and society in which they operate, participants also proposed that 
commitment supported a positive brand image. Many of the participants compared 
the role of companies within society as similar to that of individuals and were keen 
to see firms adopt human qualities in their behaviour. Awareness of specific 
company initiatives was low amongst Chinese participants. The environmental 
management system ISO 14001, Nokia tree planting events and Great Wall clean-up
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and Haier’s efforts in supporting environmental and social issues were the only 
schemes mentioned by the groups. In the absence of knowledge these consumers 
judged the company’s performance in social and environmental issues based on 
brand image and products delivery {'”McDonald's - they really are not great. They 
produce unhealthy food that out children love”; “VW - Make solid cars. They do 
pollute the environment though”; “Coca-Cola: Their product isn't really healthy. 
They sponsor sport I  think”).
Awareness of Nokia and the Nokia brand was evidently high amongst participants. It 
was seen as a big hi-tech company with high quality products, and its previous 
regional slogan “technology originated from people” was familiar to the participants. 
Respondents were aware that Nokia is a Finnish company (or at least European); as a 
result, the company’s cultural background was equated with strong environmental 
principles. For instance one participant said: “They are very responsible towards the 
environment, probably one o f the best. I  think Finnish companies tend to be like 
that”. When prompted to define their expectations for Nokia, the groups focussed 
upon environmental initiatives. It was widely agreed that Nokia should provide and 
promote recycling initiatives, particularly for batteries. Nokia was also expected to 
adhere to the environmental management system ISO14001, ensure good 
performance within “its own household” and a few participants highlighted the need 
for efforts to reduce potential health risks associated with mobile phones.
7.4.2 Sâo Paulo, Brazil
Brazil as a country is extremely rich in its environmental resources but also faces 
significant environmental degradation and social challenges. Brazil has one third of 
the world’s remaining rainforest; however the Amazon has lost 20 percent of its total 
territory (Raintree, 2005). The country’s water resources represent 17% of total 
global amount and the country's biodiversity is estimated to comprise about 20% of 
the species described in the world; however, approximately 220 to 300 species are 
currently under risk of extinction.
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Sâo Paulo, located in the South East of Brazil, is one of the world's most populous 
cities. It is home to around 17 million people and widely renowned for its rich 
cultural diversity. Owing to the relatively recent urban boom, Sâo Paulo like many 
other large cities in Brazil suffers from increasing environmental degradation, heavy 
traffic, air pollution, violence and muggings. It is also important to keep in mind that 
these consumer focus groups were held only four days after the country’s 
Presidential elections; a left wing, Workers’ Party candidate had been elected by a 
landslide, having based a great deal of his campaign on trying to solve Brazil’s social 
and economic inequities.
Summary o f discussion
Violence came up in both groups as an important topic since it has been in the 
forefront of news headlines in recent years, as well as directly affecting everyone’s 
daily lives. Health, job security, friends and family were highlighted as important 
points for participants; the older group placed particular emphasis on family values. 
Participants complained about poor public transportation, rampant corruption (a 
point which has apparently come more into the open as of late), violence, people 
being rude and impolite (“Everybody’s rushing around, no time for others ” -  seen 
an integral part of living in the world’s second-largest city, but not greatly 
appreciated), the bad roads and, finally, tied to these, a spontaneous mention of the 
extremely polluted rivers that run through the city and pollution on the beaches. The 
older group also referred to the great amount of poverty so prevalent in Sâo Paulo 
(child beggars at traffic lights being really more interested in care and affection than 
money). It should be noted that neither of the groups came up with any direct, 
spontaneous mentions of environmental or social concerns as such, that is, these 
concerns were linked to other parts of their daily lives rather than specifically 
described as ‘environmental’ or ‘social’. Participants highlighted that there was 
practically no sense whatsoever of community in Sâo Paulo at present, due to the 
giant city’s hustle and bustle that simply did not allow for this ( “ ... you think only o f  
yourself not the community as a whole... ” younger consumer group, Brazil). This 
lack of community could even be extended to their apartments / homes to a certain 
extent. One respondent in the younger group even cited an assault and kidnapping
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that had occurred in his building that had, interestingly and sadly enough, resulted in 
greater unity of the inhabitants.
When discussing the possibilities for individuals to contribute to improving the local 
environment and society, discussion focused on waste recycling, waste 
minimization, charity and volunteering work. Participants mentioned ‘selective 
trash’ collection that was available in several buildings and districts, using/wasting 
less water, power, paper, food, aluminum soft drink cans being given to orphanages 
(making money from their sale for recycling) and the need to recycle batteries. While 
people endorsed recycling initiatives, this was tempered by lack of support from the 
community ^T here’s recycling bins in the park and they’re overflowing with 
general rubbish everything gets mixed up” younger consumer group, Sâo Paulo). A 
few participants discussed their volunteering efforts (referred to as ‘Third Sector’ 
work). It was evident that the majority of the people do not do any repeated 
volunteer work, rather opting for sporadic spurts of help: visiting slums to help 
children there, buying a set of clothing and gifts for a needy child at Christmas, 
working in cancer hospitals making the patients aware of their rights and working 
with dogs in an old-age home. Overall, participants agreed that volunteer work was 
a positive thing, yet something that needed to be made better known. Participants 
within the older groups also criticized the role of the Catholic Church in terms of 
social issues, several comments having been made as to the enormous amount of 
wealth it held and did not share as it should, rather asking for donations from its 
followers.
To begin with, participant awareness of how companies were linked to 
environmental and social factors was low. When prompted, however, respondents in 
the younger group felt that the larger the company was, the more trustworthy it could 
be considered. There was some knowledge of ISO 14000 that was referred to as a 
certificate of ‘environmental concern’, caring for industrial sewage discharges and 
also helping families living close to industrial plants. On the whole, respondents felt 
that corporations were beginning to face up to what their real responsibilities to 
society should be: replacing whatever they used from the environment, as well as 
making society aware of their actions. For example, companies such as Pâo de
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Açucar20, Soho21, ABRINQ22 and McDonalds were mentioned for their commitments 
to certain environmental and social issues. Bank Boston was commended for their 
ongoing employee commitment to donate food and clothing to the poor, 
Nonetheless, participants in both groups debated the honesty of certain 
organizations, for example, companies participating in Projecto Pomas and Rio Tiete 
(cleaning up river banks and planting trees) were also suspected of being continually 
involved in polluting the river. It was also noted that companies who supported 
community development initiatives benefited from the free advertising (e.g. signs in 
gardens), yet for some it was natural that companies should expect something in 
return for their efforts. A few participants had stopped buying products from 
Petrobrâs23 due to a series of environmental disasters that the company had caused. 
Natura, whilst praised for their work in environmental protection and providing 
childcare to employees, was criticised for low pay and poor benefits. Participants 
proposed that corporations should do more with respect to environmental protection 
and giving back to society ("If a company uses raw materials from the environment 
in order to manufacture products, the least they could do is to replace that raw 
material" younger consumers group, Sâo Paulo) and together with the government, 
encourage the population more in terms of planting trees, not littering, etc.
When discussing Nokia, participants in the younger groups (who had been asked to 
do some homework about the company) associated the company primarily with 
Mobile Phones. They perceived that the company had grown a great deal in the last 
four to five years, consolidated its name on the market, even having surpassed 
Motorola, who dominated the market when mobile phones were first launched in 
Brazil. Very few knew the company was Finnish, many saying it was Japanese. 
With respect to environmental and social expectations, participants mentioned the 
problems associated with mobile phones batteries. As such, they felt the company 
should give incentives to its users not to throw their used batteries in the trash, taking 
them to specific collection centers either at Nokia itself or the mobile phone service 
operators’ offices (“I think they should do a campaign saying you shouldn’t throw 
away batteries just anywhere, they could provide a means of collecting those
20 The second largest supermarket chain in Brazil
21 A large chain of hair salons in Sâo Paulo
22 An association sponsored by the Brazilian toy industry, which raises money for charitable causes.
23 The state oil monopoly
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batteries....” older consumers group, Sâo Paulo). ". Participants suggested that energy 
saving initiatives were important, this was especially pertinent in Brazil where they 
had reportedly experienced water and power shortages countrywide from June 2001 
to March 2002. It was believed that Nokia should adhere to ISO 14001 in order to 
ensure good environmental practises. Linked to this concept of looking after its own 
household, consumers believed that employee welfare was very important and this 
was seen as 'must do' for the company. Participants claimed there was a lack of 
advertising about this type of initiatives and services. Although one participant 
recalled a joint project between Nokia and ABRINQ to teach people to read, overall 
the awareness of Nokia environmental and social commitments and achievements 
was very low. However, when they heard the different programs in which Nokia was 
presently participating, the respondents were quite impressed. Yet, all felt it would 
be vital for the company to make these actions better known through advertising.
Conclusion
This section provides an insight into the range of different views and opinions held 
by mobile phone consumers in Beijing (China) and Sâo Paulo (Brazil). The 
conclusions and implications that can be drawn from the findings are outlined in 
Section 7.5.
7.5 Conclusions and Recommendations
While the China and Brazil consumer groups were quite distinct, there are some 
commonalities between the groups. This section details the conclusions for the 
consumer focus groups, and proposes the implications and recommendations for the 
company.
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7.5.1 Local environmental and social concerns
This research highlights the range of different challenges that people in China and 
Brazil are currently facing. Both markets focussed their concerns on local issues, 
however it should be noted however that none of the groups framed these issues as 
social problems per se, but as real issues that are part of their daily lives. Despite the 
challenges, consumers in both markets were optimistic particularly in light of recent 
changes. Chinese participants in particular appreciated increasing access to 
information and the changes that have been mobilised by the forthcoming Olympic 
games.
This focus on local concerns mirrors the findings of the employee focus groups 
findings (Section 7.3.1) and strengthens the suggestion that company initiatives that 
have a strong local focus and can bring about practical and direct benefits would 
illustrate that the company is in touch with the local community and more likely to 
gain support from the local population. In addition, the research also suggests that 
when Nokia communicates or implements programs in markets such as China and 
Brazil, it should carefully consider the language or terminology used. As highlighted 
in Bumingham (2001) local engagement and support for environmental (or social) 
projects may best be encouraged in terms of local improvements rather than by 
reference to the environment.
7.5.2 Consumer roles and responsibilities
Individuals in both societies recognise they have a role to play in supporting 
environmental and social development. In China, this responsibility was interpreted 
as part of their role in supporting government policy and desire to do the ‘right 
thing’. In Brazil, participant responsibility was driven by the desire to help improve 
social problems, as demonstrated by their participation in volunteering activities. 
That said, current efforts are small scale and ethical consumerism has yet to make a 
significant mark in these markets.
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Factors such as price, quality and brand remain key considerations in people buying 
behaviour. This finding is consistent with the literature as presented in Chapter 5, 
section 5.1.2.2. Feedback suggests that environmental or ethical considerations could 
help people decide between two identical products; as a result, this research suggests 
that it more likely that a company’s reputation in responsible behaviour will add 
value to the company by supporting their brand, rather than actually driving 
consumer preferences. Furthermore Nokia should consider the way in which it 
communicates its achievements and the environmental characteristics of its products 
in different markets. For example, while ethical labeling is widely used and 
recognized by participants in Brazil (e.g. ABRINQ seal), in China the use of eco- 
labeling is still in its early stages and would need to send an extremely clear and 
direct message to attract attention.
7.5.3 Expectation for companies to take responsibility
Companies are believed to have a responsibility to the society and environment 
within their own organisation and where they are based. In Brazil, consumers see 
corporates working alongside the government to bring about changes, whilst in 
China, although ultimate responsibility rests upon the government, companies still 
need to support those policies and demonstrate "human" qualities in their behaviour. 
Many examples of corporate initiatives were discussed in the Brazil groups, and 
participant awareness was quite high; however, awareness of Nokia commitments 
was negligible. In China, awareness of general corporate responsibility programs 
was much lower with participants highlighting only three initiatives; however, two of 
these were Nokia driven and as a result had helped build a positive reputation of the 
company. On the whole, corporate environmental and community development 
programs were welcomed and appreciated by participants. Not only were they seen 
as supporting a positive company image, they provided evidence that companies are 
trying to give back and, in the case of foreign investors in China, integrate into 
society. Some people expressed their concern and cynicism towards those companies 
not operating in a consistent way (e.g. supporting river bank clean ups but 
simultaneously polluting the river) and highlighted that some companies also
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benefited from free advertising, through being able to put up their company names or 
logos in the areas they were sponsoring to improve.
This research highlights that Nokia has already established a positive reputation for 
environmental and social responsibility in China, which provides an excellent 
platform should the company wish to build upon this position. In Brazil, there 
seemed to be a consensus opinion that the company could benefit if  the public were 
made more aware of their commitments. However, this should be done in a careful 
way so that the company's actions be viewed as something they truly wanted to do, 
not only a 'token' kind of help.
7.5.4 Specific expectations for a mobile phone company such as 
Nokia
Nokia is most renowned for its mobile phones and regarded as a big hi-tech company 
and industry leader, and these aspects are reflected in the specific expectations raised 
by participants. When discussing what might be the specific focus areas for Nokia, 
participants highlighted the need to support and promote "end-of-life" recycling 
initiatives, especially for batteries and more broadly plastics and metals. The 
identification of waste management as a priority concern for Nokia is also evident in 
the employee focus groups. Providing information and promoting how the company 
is addressing these issues and its current activities to consumers would be welcomed 
and help support the company image.
The second expectation highlighted was the importance for Nokia to take care of its 
own activities and people. From an environmental perspective this included 
promoting energy saving initiatives and good environmental practise (adherence to 
ISO 14001 type initiatives). From a social perspective, Nokia was expected to 
provide good employee welfare.
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Focus Groups
The use of focus groups as a research technique is reviewed in Chapter 6, section 
3.8. In addition, it is also important to consider what impact focus groups have upon 
the participants. From the feedback forms, many of the Finnish and American 
participants said that they enjoyed the opportunity for open discussion and to share 
their views with their colleagues. During the groups, participants often asked 
questions with respect to Nokia processes and there were also examples of 
individuals passing on useful information to others: the location of mobile phone 
recycling bins on site; office recycling procedures; details of local council waste 
facilities; and volunteering opportunities. This supports the notion that focus groups 
can provide an excellent forum for collective learning about environmental and 
community issues. Increased awareness can lead to improved performance with 
respect to sustainability issues. Finally, it was acknowledged more than once that the 
fact that Nokia was carrying out such a study was evidence that the company was 
working to improve their environmental management.
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Chapter 8 
Stage 4: Feedback of Results to the Company 
Introduction
To enable the findings from the qualitative research to be internalised and acted upon 
accordingly, they first need to be fed back to the company decision-makers; this 
represents Stage 4 of the stakeholder consultation process (see Figure 8.1 below). 
Effective feedback and communication mechanisms are essential to enable 
stakeholder participation processes to add constructive value to corporate decision­
making.
Figure 8.1: Stage 4 -  Stakeholder Consultation Process
1. IDENTIFICATION OF 
STAKEHOLDERS
2  ASCERTAIN STAKEHOLDER 
CONCERNS
4. ADDRESS & FEEDBACK ISSUES 
INTO COMPANY
3. ANALYSIS AND EVALUATION
This chapter describes how the focus groups results were disseminated within the 
company. Starting with an overview of the overall feedback process (section 8.1), 
sections 8.2 and 8.3 explain the feedback of the pilot and extended study focus group 
results respectively. These sections identify the key decision-makers (i.e. the 
recipients of the data), the channels and fora through which the data were shared and 
an evaluation of lessons learned. Finally section 8.4 details how some of the findings 
have been used within the company.
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8.1 Planning the Feedback of Results
Abi Oxley Green
8.1.1 Feedback Process
Figure 8.2 illustrates the overall information flow process by which the findings 
from the focus group studies were fed back to the company. The first feedback 
sessions took place after the pilot study, where the findings from the UK focus 
groups were disseminated to decision-makers and interested parties at Nokia 
Southwood site. The pilot study findings were also used to help plan and define the 
extended study. The second round of feedback sessions took place after the 
extended study focus groups. The dissemination of both the pilot study and extended 
study results are described in detail in the following sections.
Figure 8.2: Information flow process for focus group results (adaptation of Figure 6.1 in Chapter 6)
Stage 1 : Pilot Study Stage 2: Extended Study
4
►
3: Analysis and 
Evaluation
3: Analysis and 
Evaluation
i
4: Feedback issues 
into company
4: Feedback issues 
into com pany
C bm p any  D ec is io n -m a k ers
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8.2 Dissemination of the UK Pilot Study results
8.2.1 Presenting the data
An important part of being able to communicate the results from the UK groups was 
to detail the findings into a report. When reporting qualitative results, Chenail 
(1995) recommends one way to feature the richness of the data is to juxtapose it with 
the commentaries from the focus groups. Openness is also regarded as important for 
building trust between the researcher and reader (Chenail, 1995). The focus group 
report for the pilot study can be found in Appendix 7.2. This report provided the 
framework for the pilot study feedback sessions.
In addition to the focus group report, two complementary documents were prepared 
to aid the feedback discussions. The first was a table of ‘Employee suggestions for 
environmental improvements’ that was a collection of all suggestions for 
improvements made by the focus group participants and subsequent employees’ 
emails (see Table 8.1). The second was a leaflet that provided an overview of the key 
messages and was aimed at informing participating employees of the practical steps 
they could take to contribute towards improving the environmental performance of 
the company.
To promote a transparent and open process, an internal webpage for the study was 
created. The webpage provided both an introduction to the study and regular updates, 
demonstrating how the project progressed from Stage 1 (stakeholder identification) 
through to Stage 4 (feeding back the findings). The webpage was linked to the Nokia 
Southwood intranet pages and was available for any Nokia employee who wanted to 
follow the progress of the study. The executive summary of the focus group report 
was also made available to download from the internal webpage. While it is unclear 
what was the total number of people to visit the pages, a number of emails were 
received from employees who had visited the site and either wanted to participate in 
the focus groups or give their comments and suggestions for local environmental 
improvements.
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8.2.2 Feeding back the findings
In the case of the pilot study, the first step to feeding back the results was to identify 
the key decision-makers. Having defined the recipients, the most appropriate 
feedback channels were then selected according to the size of each group and the 
reason for the information sharing. It was agreed that the researcher should try to use 
existing fora (e.g. monthly meetings, annual conferences) when presenting the 
findings to groups of people. In addition, the findings should preferably be presented 
in person (as opposed to via email or teleconference), particularly in those cases 
where the aim was also to gather feedback or motivate a change in current practises. 
Table 8.1 provides an overview of the key recipient groups, the channels used for 
communication and main reasons for information sharing.
8.2.2.1 Feeding back to decision-makers
The findings from this consultation process do provide information that could help 
the Nokia Environmental Group in their work towards sustainable development. As 
the findings are relevant for environmental management both at a general and site 
level, the key decision-makers were therefore the members of the Environmental 
Group (i.e. managers, specialists and engineers working with different environmental 
issues) and the Site Facility Manager (responsible for operational site environmental 
issues). The focus group results and key messages were presented to the 
Environment Group, during one of their regular update meetings. Then the results 
were presented to the wider environmental network during the twice yearly internal 
Nokia Environmental Forum.
Combining the dissemination with existing channels was useful as all the necessary 
recipients were already gathered in one location, which can be difficult to arrange 
when working with global teams and multiple time zones. Furthermore presenting 
the findings in person also provided an opportunity for discussion, which was useful 
for identifying those findings that the Environmental Group thought were most 
significant and understanding the potential implications for the company. Details on 
how the findings have been used by the company are found in section 8.4 of this 
chapter.
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Following the presentations and discussions with the mobile phone Environmental 
Group, a one-to-one meeting was arranged with the Site Facilities Manager in the 
UK. During the meeting, discussions focussed on those findings that gave guidance 
upon the way in which environmental issues can be managed to receive maximum 
support from the employee base, the importance of local environmental initiatives 
and the list of specific recommendations that arose from the study (e.g. ‘Employee 
Suggestions for Environmental Improvement’). Details on how the findings have 
been used by the Site Facilities Manager are found in section 8.4.
S.2.2.2 Feeding back for information purposes
The second group of feedback recipients were those who were to receive the results 
for information purposes. These included all those people who had participated in 
the study, the site management team and other interested employees. In these cases, a 
range of channels was used according to the nature and size of the group. Rayner
(2003) and Yosie & Herbst (1998) have commented on the anger of people who have 
invested time and energy into deliberative processes that subsequently had little or 
no effect on the policies or decisions that there were invited to consider. While 
participants were informed from the beginning that there was no guarantee that their 
suggestions would be implemented (as this was not the aim of the study), to ensure 
they were informed of the outcomes of their input, all received a leaflet (as described 
in Section 8.2.1) detailing the key findings and information on actions that they 
could take within their work. The findings were communicated to Site Management 
team during a monthly site management meeting and interested employees were 
invited to visit the internal webpages (See table 8.2 for more detail).
8.2.3 Discussion - Lessons learned
This section lists some of those main lessons learned from feeding back the pilot 
study results into the company.
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Table 8.1: List of employee specific suggestions for local environmental improvements
Employee Suggestions for Environmental Improvements
Waste management
• Provide and promote recycling facilities for office waste (e.g. non confidential office 
paper, card and envelopes, Newspapers, publications, plastic coffee cups, plastic 
bottles, aluminium and steel cans, glass bottles, inkjet cartridges)
• Provide and promote recycling facilities for electronic products (e.g. mobile phones, 
batteries, old computing equipment)
• Ensure Catering and Cleaning contractors also follow good waste management 
practices
Minimising energy consumption
• Enable power saver screens on all PC monitors
• Assess opportunities for energy reduction and cost saving on site (e.g. lighting in 
meeting rooms, air conditioning)
• Encourage people to turn off computers, monitors, photocopy machines at night and 
unplug mobile phone chargers when not in use
Procurement and travel issues
• Minimise taxi travel where possible
• Promote public transport (e.g. guarantee 9.25 shuttle bus run)
• Give managers with company cars a fixed cash payment for their petrol
• Ensure environmental factors are considered when buying office supplies (e.g. buy 
recycled paper, remanufactured copiers, copiers & printers with double sided print 
facility)
Communication
• Inform employees on how to use the 3 segmented waste bin
• Include environmental issues in new employee induction (Actions to take on a day-to-
day basis and Design for Environment practices)
• Let employees know what happens to the waste after it has been put into the recycling
bin (e.g. is it actually taken away for recycling? Do we get money back? What
happens to the money, is it donated to charity etc?)
• Communicate environmental impacts using equivalent understandable measures
• Communicate environmental achievements to local community
• Environmental issues could be promoted via road shows (remembering other UK
sites)
Others
• Consider environment related initiatives with a group of local schools
• Consider competitions or rewards for employees making significant environmental 
improvements
Note: These are the suggestions of employees and have not been assessed according to
environmental or social impacts/benefits
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8.2.3.1 Continuing the evaluation process
Presenting the pilot study findings to the feedback recipients provided a natural 
opportunity for discussion and to gather further feedback on the findings and their 
implications for the company, therefore this could be considered an extension of the 
evaluation process. While on the one hand it is very useful to find out which findings 
the recipients find the most useful, it is also important not to lose impartiality as a 
researcher: emphasis on findings should not be minimised according to their 
‘unpopularity’ and vice versa. Just because a finding does not provoke an interesting 
and dynamic discussion does not necessarily mean it does not carry an important 
message.
8.2.3.2 Unexpected findings and getting the right people involved
As mentioned in Chapter 6, Section 6.2.6, ensuring issue owner24 involvement from 
the start of the research is important to maximise interest and ownership of the 
results and ability to act upon the findings. The pilot study aims and focus group 
research questions were developed with the help of the Environment Group (see 
Chapter 6, Section 6.2.2 for more information). This involvement meant that the 
Environment Group members were expecting the results and recommendations for 
action, even though they were not necessarily aware of their specific content. When 
conducting and writing up the focus groups, however, it became evident that the 
Environmental Group was not the only decision-making body to be impacted by the 
findings; many of the most pertinent pilot study findings also had important 
implications for the Facilities Group, who are responsible for managing the day-to- 
day running of the site. The Facilities Group, however, had not been involved in 
developing the study. This was partly due to organisational structure (i.e. Facilities 
and Environmental Groups are distinct) and also because during the planning phase 
it was thought that the discussion would centre primarily upon environmental issues 
related to product design or material selection for example. As a result, the Facilities 
Group were not prepared for the recommendations and there was the potential that
24 Issue owners (or decision makers) are those people who have the ability to act upon the 
information.
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they would not be able to allocate adequate resources to address the relevant issues, 
due to other commitments.
Conducting and disseminating the pilot study results confirmed that an explorative 
piece of qualitative research can result in unexpected findings. Secondly, the 
effectiveness of the feedback process is greatly influenced by whether the recipients 
have been involved in the process and are expecting the results as opposed to coming 
in to the process ‘cold’. To a great extent these two findings contradict each other, 
that is, it is impossible to involve all those who will be affected by the outcomes, 
when it is not known or fully understood what shape those outcomes will take. It is 
therefore important that the process, its deployment and those involved are 
sufficiently flexible and adaptable to be able to deal with such unpredictable 
outcomes.
As highlighted in Chapter 6 Section 6.1.2.1, the importance of ensuring key 
decision-makers are involved early on within the process prompted the formation of 
a broader Steering Group for the extended study. The Extended Study Steering 
Group involved representatives from each ‘issue’ area (see table 8.3 below) and in 
addition to ensuring their involvement within the project, this group also assisted in 
practical aspects of the project and provided a forum for decision-making and 
general consultation.
Table 8.3: Extended Study Steering Group members
Group Member Role within the SG/Arca of responsibility
Research Engineer Managing the project
Design for Environment Manager 
(Industrial Supervisor)
Environmental issues, particularly relating to product 
development
Environmental Communication 
Manager
Environmental issues (except EMS at facilities)
Facilities Environment Manager Environmental Management Systems at office and R&D 
facilities
CSR Director CSR issues (except Environmental)
Senior CSR manager CSR issues (except Environmental)
HR Communications Director Employee Relation issues
CCI representative Community Involvement projects
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S.2.3.3 Defining the need and scope of the extended study
The pilot study provided the research engineer with the experience of conducting 
focus groups and demonstrated in her the necessary project management skills. The 
findings also demonstrated to the company the potential value to be gained from 
investigating the viewpoints of employees located in other Nokia sites and also of 
other stakeholder groups such as consumers. As well as supporting the proposal for 
extended study, the findings helped define the scope of the extended study. The 
focus of the wider study was widened to include both environmental and social 
issues such as employee well-being and community involvement. The focus groups 
helped to clarify the discussion guide for the extended study by identifying new and 
redundant questions and appropriate prompts.
8.3 Dissemination of the Extended Study results
8.3.1 Presenting the data
As highlighted in Section 8.2, to be able to communicate the findings from the 
extended study to the organisation, it was necessary to present the results in the form 
of a report. The report for the extended study was used as the basis for Chapter 7 of 
this portfolio. In addition to the word document, the findings were also summarised 
into a PowerPoint presentation.
8.3.2 Feeding back the findings
Owing to the nature of the dissemination process (i.e. the number of feedback 
recipients and the different locations of these groups) a workshop was set up with all 
the Steering Group members to develop a feedback and communication plan. The 
focus group report was emailed to each member of the group so that they could read 
their relevant sections beforehand. During the workshop, the RE presented the 
findings from the study, the SG was then invited to give feedback on the results and
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propose how they could be used and disseminated further. The plan that emerged 
from the workshop (illustrated in Figure 4 below) defines which departments needed 
to be involved and in what order the results should be disseminated.
In Chapter 2, section 2.1.1. Nokia is described as a flat, networked organisation. 
According to Handy (1985), networked organisations are adaptable to change and 
individuals within the organisations have a significant amount of decision-making 
power to enable them to be effective in their work. According to this decision­
making culture within Nokia, it was decided that the RE, with the support of the 
steering group, would first present the findings to the issue owners who would then 
decide the need for action. Afterwards the results together with the input from the 
issue owners would then be shared with top-level management. In addition to raising 
their awareness and understanding of the research, this would enable any barriers to 
action or “bottlenecks” identified by the issue owners to be raised with the top-level 
management. After the discussion with the top-level management the findings were 
then fed back to the participants and a wider audience.
8.3.2.1 Feeding back to the issue owners
Figure 8.3 lists the seven key recipient groups that were identified for feedback. The 
Environment, Facilities, Community Involvement, Human Resource and CSR 
Groups were all represented in the Steering Group (see table 8.2). The Supply Chain 
and group responsible for managing the Health Issues associated with mobile 
communications, though not part of the Steering Group, were aware of the study and 
had been involved in developing the discussion guide. The Steering Group (SG) 
proposed that rather than having one large cross-functional feedback approach, the 
results would be fed back to each department separately. In this way, the feedback 
approach could be tailored; it is often the case that communication methods work 
differently in different parts of the organisation. Furthermore, members of the SG 
would be able to support the feedback process within their respective areas. As in the 
pilot study, it was agreed that where possible the findings should be presented face to 
face to recipients. Using a communications plan (similar to Table 8.2 above), the 
specific feedback recipients were identified, together with the proposed 
communication channel, key messages and necessary actions (see Table 8.4 below).
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The results were disseminated with the support of the Steering Group through a 
number of different media (see Table 8.4). Taking the approach of feeding back the 
findings on a departmental level was more resource intensive than deploying a one- 
off cross-functional communication package, but enabled focussed and often lively 
discussions around the topics that helped raise understanding of the issues and their 
implications. Details on how the findings have been used by the company are found 
in section 8.4.
Figure 8.3. Dissemination of the Extended Study Results
Project
Results
1: Communicate to and Input from Issue Owners:
Bivironm ent
Q-oup
BvIS
Facilities
Supply
Chain
Gbmmunity
Involvement
HR
(em ployee
issues)
Health
Issues
CSR (o ther < 
social issues)
Results +  1st tier input
2: Communication and Input from Top Level Decision Makers and 
Other Groups:
CSR Steering Group Brand Group
I•Q
I
3: Communicate to Participants & Wider Audience
S.3.2.2 Feeding back to Top Level Decision Makers
The SG proposed that after discussing the findings with the key decision-makers, the 
study should be brought to the attention of the Corporate Social Responsibility 
Steering Group (chaired by Veli Sundback, member of Group Executive Board) and 
the Nokia Brand Group (i.e. the second level of feedback in Figure 3). The original 
thinking behind this feedback step was two-fold. Firstly, it was proposed that the
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findings would be of interest to these groups, and secondly, it was proposed that any 
barriers for action could be brought to their attention. In practise, the study was 
presented to the whole CSR Steering Group during a quarterly meeting, with 
emphasis placed on both the employee and consumer findings while, in the case of 
the Brand Group, the research findings for the consumer groups were emailed and 
then discussed one-on-one with a Brand Group representative. It was not necessary 
to highlight any barriers to action; rather these two sessions were used to present the 
findings and proposed actions.
5.3.2.3 Feeding back to participants and wider audience
Finally having discussed and clarified the findings with the issue owners, the last 
step in the dissemination process was to feed back to the participants and wider 
audience. Each participant received an email highlighting what were the key 
conclusions from the study and some details on how the findings were being used 
within the company. To promote awareness within the wider Nokia workforce, two 
articles describing the study were published in Nokia’s internal electronic news 
service.
8.3.3 Discussion -  Lessons Learned
This sections lists the main lessons learned from the dissemination of the extended 
study results.
8.3.3.1 The pros and cons of Qualitative results
Qualitative research and data provides a depth of understanding into people’s views 
and opinions that would be difficult if  not impossible to replicate in a quantitative 
format. On the other hand, qualitative research does not provide statistically 
significant results reliability. When discussing the results with the issue owners, it 
was evident that the level of description together with excerpts from the transcripts 
was effective in recounting both the content and tone of discussion within the
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groups. This assisted the decision-makers to get the full picture, which in turn 
promoted further discussion and deeper insight into the topics. In some cases, 
however, it was evident that some recipients wanted to understand whether the 
results could be generalised to a wider population.
The research question posed in this study is suited to a qualitative method of research 
but one potential recommendation from the study would be to consider using the 
qualitative data as a basis for developing a questionnaire. While it is essential to 
select the right technique according the research question, it is also useful to think 
about the target audience and their preferences for receiving and internalising 
information.
S.3.3.2 Looking at topics from different perspectives
This section refers to two different scenarios. Firstly, when looking at topics from 
different perspectives, it is not always possible to identify the right decision-maker 
immediately. This is perhaps best described by using the example of flexi-space. 
Flexi-space refers to a strategy for use of space rather than one particular design 
solution; in practise this can mean movable furniture elements, reduced storage space 
and more emphasis on using technology to improve mobility and desk sharing as 
opposed to fixed office and desk space. Within Nokia, flexi-space is managed by the 
Facilities Group. This research indicates that flexi-space can impact upon employee 
well-being. Employee well-being, however, is managed by Human Resources. In 
this case, the findings relating to flexi-space were discussed with both the Facilities 
and Human Resources department together, this simple example highlights that it is 
not always straightforward to identify who is the right issue owner. While more 
difficult to manage, topics that cross over distinct functions can help raise awareness 
and encourage cooperation between different departments and also challenge the 
company to ensure they are approaching issues from the right perspective.
The second lesson to arise from looking at topics from different perspectives focuses 
on the benefits of conducting a global study. Culture and the media are just two 
factors that can have a significant influence upon people’s viewpoints towards topics
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such as environmental and social responsibility. Conducting the focus groups in 
different countries (particularly China and US) firstly confirmed that differences do 
actually exist (rather than just being anticipated or assumed) and secondly provided 
insight into how they vary and compare, for example, with views in Finland. 
Although global in nature, Nokia has strong Finnish (European) roots that are 
naturally reflected in ways of working and company-wide strategies and 
programmes. Any activities that raise awareness of cultural differences help to 
ensure global decisions and processes reflect the diversity of those they impact.
S.3.3.3 The value of feedback
The decision to disseminate the data to each issue owner group independently as 
opposed to a one-off communication meant that each feedback session could be 
tailored (according to the channel and fora), focussed (according to the content) and 
more interactive (due to smaller recipient groups). The channel used to disseminate 
the data also has a key impact on the overall value of the feedback process. Those 
sessions that were conducted face-to-face typically generated the most discussion 
with the issue owners. Not only were these discussions helpful in enabling the 
decision-makers to clarify their understanding of the data, they also helped the 
research engineer to understand the findings within the context of the company and 
their potential implications (as highlighted in section 8.2.3). The downside of this 
feedback approach, however, is the amount of resources required to plan, prepare for 
and conduct the separate sessions. If the study were to be repeated, it is advised that 
more resources be allocated to the feedback process.
8.4 How have the results been used by the company
To help inform the evaluation of the stakeholder consultation process, this section 
focuses upon how the data fed back to the organisation has since been used by the 
decision-makers. In consultative participation, the decision-makers or proponents of 
the study decide how the views and recommendations suggested by the stakeholders 
can be used to improve existing programs and direct longer term strategies. There is
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no guarantee that all findings will be acted upon. There is no assurance that every 
finding will bring new information. However, looking at how the findings have been 
used gives one insight into the value of the overall consultation process.
During each feedback session, the issue owners were asked to comment upon the 
impact of the findings on their work and what changes or actions would take place as 
a result. The following sections are based upon discussions between the research 
engineer and issue owners that took place both during and after the feedback 
sessions and also initiatives that have since been launched. While the study produced 
findings relevant for many different groups in the company, this section centres 
primarily upon the impacts and changes associated with the Environment Group.
8.4.1 Providing input to local Environmental Management Systems
Similar to many other companies, Nokia employs environmental management 
systems to manage site environmental impacts and promote continuous 
improvement. At present, all of Nokia’s production sites and contract manufacturer 
sites are certified to IS014001. Nokia has also implemented EMS at their large 
office and R&D sites. At the time of this study, however, the project to implement 
management systems within non-manufacturing facilities was at the very early 
stages. Acknowledging the importance of everyday issues (see Chapter 7, section 
7.3.5) for improving environmental performance strongly supported the need and 
importance of this implementation project. In addition the findings from the UK 
study, in particular the list of employee suggestions for local environmental 
improvements (see Figure 8.1) were used as input for implementing the EMS at 
Nokia Southwood. The suggestions highlighted a range of opportunities for 
improvement, which were assessed one by one for their overall benefits and 
feasibility. The findings were also used to help the EMS project team in their 
prioritisation of tasks.
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8.4.2 Raising the importance of everyday issues -  an awareness 
campaign
One of the main conclusions to emerge from the focus group study was the 
importance of local initiatives as an indication of the company’s overall commitment 
towards protecting the Environment (see Chapter 7, section 7.3.5). This finding has 
influenced the way in which the Facilities Group is now managing the 
communication aspects of their environmental work. For example, in June 2004 
Nokia Facilities Group launched an awareness raising campaign in Europe Africa 
and Americas region, aimed at increasing awareness of site environmental initiatives 
and providing people with clear and simple ‘environmental tips’ to enable them to 
contribute positively towards reducing Nokia’s environmental impact. Figure 8.4 
below illustrates the environmental awareness e-card with links to the internal 
campaign webpages that was disseminated to employees. One part of the campaign 
was to explain how waste should be separated into the three-tiered waste bin.
Figure 8.4. Environmental Awareness e-card
Good Housekeeping
is Everyone's Business
*  Do you know w hat you can do to help Nokia to reduce our 
environmental impact?
f *  During the next few weeks you’ll receive useful and concrete 
Jgf|; tips via email. Three separate emails cover following themes: 
0 0  Recycling, lighting and PCs & printing
t *  Emails are part of environmental and energy saving campaign 
j ^ ÿ 'S  ‘Good Housekeeping Is Everyone's Business!’
# See our website for more information!
8.4.3 Promoting environmental awareness and responsibility
The focus group findings indicated that employees take responsibility and endorse 
environmental issues that are a part of their work. However those people not
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specifically working with these topics could not always identify a direct link between 
their decisions and any impact on the environment (See Chapter 7, section 7.3.7). 
This finding emphasizes the challenge of disseminating the strategic message that 
‘environment is everybody’s business’.
It must be acknowledged that raising awareness does not always result in positive 
attitudes. According to Gregory (2003) scientists or experts should adopt a 
‘contextual’ approach to raising awareness of scientific issues, i.e. tailoring advice 
according to the problems and expertise of people, rather than just dispensing factual 
prescriptions. In this research, employees expressed a preference to learn about 
environmental and social responsibility through face-to-face and hands-on learning 
experiences that emphasise the impacts that individuals can have, i.e. that are 
personally relevant (see Chapter 7, sections 7.3.1, 7.3.5 and 7.3.7).
Promoting awareness of environmental issues within the company is important for 
enabling continuous improvements. Furthermore if the extent of Nokia’s 
environmental, employee and community involvement activities and achievements 
are not communicated effectively, some employees may think that nothing or very 
little is being done. Even if only half of Nokia’s workforce were aware of the 
company’s efforts in this area, 25,000 employees, as influential advocates, could 
create a significant impact both internally and externally to the company.
Feedback from the environmental group highlights that the research findings will 
help Nokia to make their communication messages and training material more 
meaningful, by identifying what areas of interest to focus upon. For example, in 
addition to the Facilities awareness campaign described above, the DfE team have 
investigated how their training material can be made more personally relevant. 
Furthermore the results provide insight to inform communication specialists of the 
social context in which their decisions and approaches must work.
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8.4.4 Demonstrating commitment to stakeholder engagement
As described in Chapter 3, Section 3.3.2, there is increasing pressure for companies 
to demonstrate how they take the concerns and expectations of their stakeholders 
into account within company activities. For example stakeholder relationships and 
'information on the processes and methods by which stakeholders - both internal and 
external to the enterprise -  are engaged' is stated as one of the main guidelines in the 
Global Reporting Initiative (GRI, 2000). Nokia is also rated in the Dow Jones 
Sustainability Index and FTSE4Good Index, both of which look at evidence of a 
company’s stakeholder relations in their assessment criteria. Since starting this 
research, Nokia has become involved in many stakeholder initiatives. This focus 
group study is just one example that enables Nokia to demonstrate both internally 
and externally their commitment to stakeholder engagement. For example Nokia 
refers to the focus group study in their 2002 Environmental Report (Nokia, 2002), 
while the project is also mentioned in an Ethical Corporation article that discusses 
the progress of corporate responsibility within Scandinavia (see Volume II, part 3).
8.4.5 The on-line study “e-Radar”
One impact of this study has been to raise awareness of the concept of stakeholder 
consultation within the company and challenge issue owners to question how they 
assess and monitor their stakeholders’ concerns. As highlighted in section 3.3 above, 
once hearing the focus group results some decision-makers were interested to take 
the research further to know whether the findings could be generalised to a wider 
population. The corporate social responsibility group for example decided to set up 
an on-line dialogue tool, called e-Radar25. While developed to complement the focus 
group project, the aim of e-Radar was to assess whether the findings from all 
corporate environmental and social responsibility related surveys and feedback 
channels used within the company could be generalised to a wider audience.
Approximately 850 Nokia employees located in different departments and sites 
around the world participated in the on-line study. Each participant was asked to
25 The focus group study was internally called “Project Radar”
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enter the on-line tool via the internet, once logged on, participants were led through a 
series of steps and asked to prioritise a set of statements in order of importance to 
achieve a certain goal. There were four goals in total: ‘Maximise Job Motivation’, 
‘Maximise Employee Satisfaction’, ‘Improve Environmental Practises’ and ‘Nokia 
as a Responsible Citizen’. The statements were based directly upon the focus group 
and survey findings. An example of an e-Radar screen shot is illustrated in Figure 5 
below. The goal is written in the centre of the screen and each rectangle denotes a 
statement that can be moved closer to or further away from the bull’s eye according 
to perceived importance. The participating employees were instructed to move those 
statements they believed were most important to achieve the goal towards the centre 
and move those which were least important towards the outer edge, or to the rubbish 
bin. Rather than assigning a particular statement with a numerical value (i.e. between 
0 -1 0  where, 0 is not relevant, 1 is least important, 10 is most important), the ranking 
was a form of ‘visual prioritisation’, which enabled findings to be compared against
Figure 8.5: Example of e-Radar screen shot
Employee Satisfaction
J /  AinV
(eg.Maxitni
Trashcan
; Which other Issue(s) are important in making you a happy Nokia employee?
each other. Once everyone had submitted their answers, the findings were collated 
by the consultancy and presented in a report to the Corporate Social Responsibility 
team. For each theme, the results were categorised under three headings:
• Issues that everyone agreed on as being important
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• Issues that the majority considered as being important
• Issues that the majority did not consider to be of importance
While the focus group and the on-line dialogue study served very different aims, the 
findings provided complementary input to the feedback discussions by indicating 
which findings could be applied to a wider audience.
Conclusion
Effective communication of stakeholder views and concerns is essential to enable 
participation processes to add value to corporate decision-making. The specific 
nature of the feedback process is likely to vary according to the level and nature of 
participation, the recipient groups and organisational culture. For example 
participation conducted at a consultative level to gain feedback on a proposed 
company strategy may suit a different form of feedback to that required by 
participation carried out at a decisional level to determine the site of a nuclear 
reactor. Similarly different kinds of dissemination processes might be suited to a flat, 
networked organisation as opposed to a more traditional, hierarchical type company.
This chapter has highlighted how focus group findings can be fed back to a relatively 
flat, networked company both at a local and global level. Even though the feedback 
process might need to be tailored to the situation, there are some common factors 
that can be taken into consideration. From this research, it is concluded that 
conducting a pilot study provides invaluable experience and insight to the project 
team as to whether a larger scale study should be undertaken. It is also useful to 
consider how findings are presented to feedback recipients. For example, although 
presenting findings by one-to-one meetings or by topic area may take significant 
resources, the benefits include a more lively, interactive and focused discussion and 
potentially better understanding of the results. In addition, face-to-face 
communication is more preferable to emailing and teleconferencing.
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One of the benefits of conducting a full consultation process (as opposed to just the 
focus group research) has been the opportunity to see how the results from the focus 
group studies have been used and their impacts upon the sponsor company. The 
sections in this chapter that set out the lessons learned have highlighted some of the 
indirect benefits that have been gained from the dissemination process, namely the 
continuation of the evaluation process, promotion and facilitation of cross-functional 
collaboration and raising awareness of cultural differences. Section 4 detailed some 
of the concrete ways in which the findings have been used. In this study the findings 
have been used as input into Nokia Southwood’s local environmental management 
system; they have played a key role in shaping how the Environmental and Facilities 
group communicate environmental initiatives and achievements within the company 
(e.g. awareness campaign); they are a demonstration of the company’s commitment 
to stakeholder engagement and have prompted further research such as the on-line 
dialogue survey e-Radar. Looking at what impacts the findings from consultation 
processes have upon the sponsor company provides useful input into the overall 
evaluation of the process.
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Chapter 9 
Evaluation and Discussion of Main Conclusions 
Introduction
The thesis of this portfolio was that carrying out stakeholder dialogue can be 
valuable to a company. More specifically, stakeholder dialogue is important in 
providing companies with a better understanding of the current and emerging 
concerns, expectations and priorities of their stakeholders. This understanding 
enables companies to ensure they are addressing the right issues, to identify potential 
risks from current activities, and to facilitate the development of company initiatives 
that are likely to be accepted and supported by those parties whom they affect. It was 
also proposed that stakeholder dialogue plays a necessary role in a company’s work 
towards sustainable development. To test this hypothesis, a stakeholder consultation 
process was developed and implemented as a case study within Nokia, the sponsor 
company.
The consultation study conducted within Nokia focused on two key stakeholder 
groups: employees and consumers. Nokia considers its employees as one of, if not 
the most important stakeholder group (see Chapter 5, section 5.1.1.1). Employees 
play a key role in ensuring that Nokia’s sustainability commitments are implemented 
through its policies and procedures. Furthermore their familiarity with the internal 
workings and culture of the company provides useful information on how to drive 
improvements. Consumers are also a key stakeholder group (see Chapter 5, section 
5.2.1.2). Understanding consumers’ attitudes is crucial to market success and as a 
result this group are central in driving environmental and social issues from a 
business perspective.
The results of the study have provided Nokia with information on employee and 
consumer attitudes and how these groups perceive the company to be performing in 
the environmental and social arena. This information has had a variety of practical
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uses (see Chapter 8), for example, to support the need for and as input to a site 
environmental management system, to shape environmentally related 
communication messages at a corporate level, to identify opportunities for 
performance improvements, to support existing programs, to prompt further research 
and to provide a benchmark against which future performance can be evaluated. This 
chapter discusses the main conclusions and the broader implications from the overall 
research.
9.1 Building company expertise in stakeholder dialogue
Until recently the use of stakeholder participation processes to investigate 
environmental or social issues have been more popular in the public sector; however, 
since starting this research there has been a marked rise in interest in the private 
sector. This study has helped raise awareness of the concept of stakeholder 
consultation within Nokia and provided the company with experience on how to 
carry out a participation process. This awareness includes stakeholder theory and the 
different levels of engagement {informative, consultative and decisional - see 
Chapter 3), the identification and categorisation of stakeholders (see Chapter 5), the 
merits of different social research methods (see Chapter 4, section 4.3) and the 
process of analysing and feeding back the findings to the company (see Chapter 4, 
section 4.4). As the research has been documented in this portfolio, the experiences 
and lessons learned are available to the company for future reference.
One of the key messages for companies embarking on stakeholder participation is 
the importance of openness and honesty throughout the process; if  the motive is to 
develop a more desirable product, win over community concerns, or gain more 
funding for research, this should be clear (for more information on motivations for 
engagement see Chapter 3). The identification and selection of stakeholder groups 
must also be transparent. However, transparency and the dissemination of 
information do not necessarily generate more trust or more positive attitudes 
(Gregory, 2003). The process must be carefully managed and requires a high level of 
management commitment; companies must be able to accept the fact that
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stakeholders may express views and opinions that are in direct conflict with those 
professed by the company.
From this research it is concluded that companies should avoid outsourcing entire 
engagement processes (see Chapter 6, section 6.3.9), particularly if they want to 
achieve higher levels of participation. It is important for companies such as Nokia to 
build their internal knowledge and expertise in stakeholder participation; otherwise 
there is a risk that these activities will be outsourced to external parties and many of 
the benefits will then be lost. The reasons why it is useful for companies to build 
there expertise in participation is explained below.
From a practical perspective, the use of participation processes within the private 
sector is still relatively new, often needing to be customised for the organisation 
carrying it out. This study demonstrates that the benefits to be gained from 
consultative participation depend greatly on the ability to successfully integrate it 
into existing decision-making systems. It would be very difficult for an external 
party to obtain maximum benefit from a participation project without a fundamental 
understanding of the organisation’s decision-making systems and corporate culture. 
However, external consultants can be used in specific roles: to supplement missing 
task-based competences such as interviewing and focus group facilitation or to 
provide an independent viewpoint for analysis. Even where consultants are used, 
however, it is essential that company representatives be involved from start to finish 
in an advisory capacity to ensure that findings are successfully internalised and the 
lessons learned incorporated into subsequent projects.
The second reason that company participation processes should not be managed in 
isolation relates to the fundamental objectives of stakeholder dialogue. One 
characteristic of participation is that the process seeks to promote understanding and 
meaningful relationships across sectoral, cultural and ideological divides (Acland 
2001). The goals of achieving trust and understanding are difficult to foster between 
two parties unless both are present (see Chapter 6, section 6.3.9). If participants do 
not see evidence of a company’s genuine commitment towards participatory 
dialogue, there is a risk that the process could be perceived as standard market 
research or ‘greenwash’ (Gumming, 2002). Consultative and decisional forms of
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participation must be two-way processes to which all parties need to be fully and 
visibly committed if real dialogue is to result.
9.2 A catalyst for discussion
In addition to the direct impacts associated with this study, it is necessary to reflect 
upon its wider implications. One of the most potentially useful yet unexpected 
impacts of this consultation process has been its role as a catalyst for discussion.
The feedback of the findings provided an excellent forum for discussion; different 
views were shared and questions posed by the feedback recipients in response to the 
focus group results. Presenting the findings to a wider audience (e.g. in the Nokia 
Environment Forum, see Chapter 8, section 8.2.2.1) highlighted other potential uses 
for participation processes and gave a wider perspective on how this study has been 
viewed within Nokia.
This actual process of ‘discussion’ was useful in many ways. Firstly it helped 
promote a deeper understanding of the research findings within the recipient 
community; only by thoroughly reviewing and discussing the data can it be fully 
understood and internalised. It also led into discussions about wider and sometimes 
more controversial topics thus emphasising the need for new ways of thinking and 
different viewpoints. Finally, the dialogue that transpired across the different 
departments helped raise mutual awareness and encouraged cooperation in taking 
certain actions (see Chapter 8, section 8.3.3).
As stakeholder theory is based on the concept that different people have different 
views, it is perhaps not surprising that the people receiving the data had varying 
opinions. One possible reason why this study provided such an effective catalyst is 
that the findings touched on a broad range of topics, involving a number of different 
departments and viewpoints. Had the engagement process focussed on a specific 
question, broad ranging discussions would have been unlikely. It is, however, likely 
that the effects of a participatory process (e.g. the diversity of feedback recipients
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and ensuing discussions) will vary significantly according to the type of 
participation, the findings and the organisation in which it is conducted.
9.3 A review of the stakeholder consultation process
The four-stage consultation process (see below and Chapter 4) that was developed as 
part of this research was implemented in two phases. The study was first piloted 
within one of Nokia’s UK sites and then rolled out as a larger study in Finland, 
China, the USA and Brazil. This section provides a critical review of the key 
elements of the process, highlighting what worked well and what would be changed 
if  such an exercise were to be carried out in future.
Figure 9.1. The four stages of Stakeholder Consultation (Figure 4.1 in Chapter 4)
1. IDENTIFICATION OF 
STAKEHOLDERS
2. ASCERTAIN INT & EXT 
STAKEHOLDER CONCERNS
3. ANALYSIS AND 
EVALUATION
4 . ADDRESS & FEEDBACK 
ISSUES INTO COMPANY
Research Method: One of the first decisions in this project was to select the most 
suitable research technique to ascertain the stakeholders’ concerns. Following a 
review of various qualitative and quantitative methods, focus groups were selected as 
the most appropriate tool (see Chapter 6, sections 6.1.1 and 6.3.8 respectively for the 
decision justification and detailed critique of focus groups as a technique). A total of 
23 group discussions were conducted involving 128 people across five countries. It
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is concluded that focus groups were effective in providing a detailed insight into 
people’s views and opinions in the UK, Finland, the USA and Brazil. However, this 
approach was less effective in China. If a similar exercise were to be carried out in 
China the choice of research technique, participant briefing and location should be 
carefully reconsidered.
Although selecting the right technique for the research question is essential, this 
study reinforces that it is also important to consider the suitability of the technique 
for the society in which the study will be deployed (see Chapter 6, section 6.3.8). 
Most examples of focus group research originate from western society and evidence 
of uses in countries such as China is scarce. At the time of this study for example, 
the external agency had to gain consent from the Chinese authorities to conduct the 
focus groups. As we gain more insight into the use of western research techniques 
(such as focus groups) in eastern society, researchers will be able to make more 
informed decisions about the most appropriate methods to use and how to gain 
comparable insights in different societies.
Feeding back: Without effective feedback mechanisms, decision-makers are simply 
unable to use the outputs from the engagement activities to create change or improve 
their existing products or services. Through this research, four factors have been 
identified to help promote effective feedback of results. The first factor is early 
involvement of issue owners26. Involvement of issue owners is essential to ensure 
shared ownership of the study and the outputs. In this project, key decision-makers 
were involved by their participation in the Extended Study Steering Group and input 
to the discussion guide.
The second factor is to ensure that the decision-making culture of the organisation to 
which the information is being disseminated is considered in the design of the 
feedback process. For example, in Nokia the decision-making structure is quite fiat; 
in other words, issue owners have a significant amount of decision-making power. 
Furthermore, as a global ICT company the various media through which knowledge
26 Issue owners (or decision makers) are those people who have the ability to act upon the 
information.
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is disseminated are extremely diverse and widely accessible. These factors, together 
with strong global functions within the company enable relatively easy sharing of 
information and the possibility to create change on a global basis. In this project, the 
findings and key messages were disseminated to issue owners individually, meaning 
that each feedback session could to be tailored (according to the channel and fora), 
focussed (according to the content) and more interactive (due to smaller recipient 
groups) (see Chapter 8 for more information).
The third factor to promote successful feedback of results is to allow sufficient time 
in the project plan for this stage in the process. Ensuring issue owner involvement 
and providing individual feedback can extend the participation process significantly. 
If a similar exercise were to be carried out in future, more resources should be 
allocated to this final stage in the process. Finally, it is concluded that the fourth 
factor for successful dissemination is the energy and drive of the ‘disseminator’ 
him/herself. For more detailed information on the lessons learned from feeding back 
the results into the company, see Chapter 8, sections 8.2.3 and 8.3.3
Evaluation: Yosie & Herbst (1998) highlight that one of the challenges for 
stakeholder processes is to integrate them effectively with existing decision-making 
processes. This is particularly relevant when engagement is conducted in parallel to 
traditional environmental decision-making (as in this study) rather than being 
integrated with it. As the success of participation is often based on outcome 
measurement, i.e. what happens as a result, it is perhaps surprising that the 
effectiveness of feedback processes is rarely evaluated. As stated in Barnett et al
(2004), evaluation is important to assess how well a project has met its objectives 
and to provide accountability on the impact of the project itself.
In this research, evaluation of the direct (tangible) impacts was conducted together 
with the feedback recipients (see Chapter 8, section 8.4). The indicators identified in 
Table 4.2 of Chapter 4 provide useful metrics from which future participation 
projects can be evaluated comparatively. However, it is necessary to highlight that 
these metrics are more suited to reactive stakeholder processes (i.e. those conducted 
to address a specific question or problem) and focus primarily upon hard measures
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(e.g. number of participants, number of novel suggestions and total cost). Even 
though advances towards measurable outcomes are ongoing, our ability to assess all 
(both direct and indirect) impacts is still limited because the full social effects 
associated with proactive stakeholder participation are hard to quantify. For 
example, it is not known whether the people who received the results used them in 
their decision-making. Furthermore it is uncertain how this research will be 
considered within future environmental and social decisions.
Even if the use of information could be traced, the evaluation of participation is still 
problematic. According to Rayner (2003:167) evaluation is almost exclusively 
carried out by the organisers of the consultation activity or “ ...by social scientists 
known to be committed to the principle and techniques being employed”. This raises 
the question of whether any evaluation can be truly objective.
If the use of participation processes is to become more widespread, there is a strong 
need to develop evaluation techniques that will enable as full an appreciation of the 
process and associated impacts as possible.
9.4 Do stakeholder participation processes yield better 
decisions?
Informative and consultative participation provides decision-makers with more data 
sources and decisional participation changes the way in which decisions are made, 
but are decisions based either partly or entirely on participative processes actually 
‘better’ decisions? There is plenty of anecdotal information that supports both sides 
of this argument. However, it is proposed that the answer hinges on the point of how 
‘better’ is actually defined.
• If better means “more acceptable”, then is it possible that a well designed and 
managed stakeholder process could result in better decisions if the views of those 
to be affected by the decision are considered and these stakeholders perceive the 
decision-making process to be fair (Wilcox, 1994)
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• If better means “fairer in a procedural sense”, then stakeholder participation 
processes can result in better decisions. To achieve procedural (i.e. structural and 
process) fairness, Elahi (2000) proposes that all parties affected by the decision 
need to be represented in the process, all parties should have an equal chance to 
set the agenda, the process should be transparent and all parties should honour 
the agreements on the structural issues which must be reached beforehand. In this 
sense, it can be recognised that any level of participatory process promotes a 
fairer decision than processes without, with decisional participation being the 
most effective in promoting procedural fairness.
• If better means “more informed”, then it naturally follows that stakeholder views 
can provide additional data. For example, researchers of risk conclude that 
members of the public draw on a much wider range of data in the analysis of risk 
than scientists do (Gregory, 2003). If used proactively, participation processes 
can also help to explore the implications of various different hypothetical 
approaches. Current stakeholder participation studies are often used to provide 
information to supplement that from traditional ‘experts’.
• If better means “cheaper”, then participation processes do not always result in 
better decisions for the simple reason that it is unlikely that cost will be the main 
driver. It could be argued that socially acceptable decisions are less likely to 
cause problems or incur further costs in the future (see Brent Spar case in 
Chapter 3, section 3.2.3.1); however this is not true in all cases.
• If better means “better for the environment”, then the answer depends on how 
environmental problems are defined and prioritised. Participation processes may 
not identify environmentally ‘superior’ (or technically sound) decisions, but 
those decisions aimed at environmental improvements might be more effective if 
they recognise stakeholders’ priorities and concerns i.e. the social context within 
which the decisions must work (Gregory, 2003).
• If better means “decisions that contribute to the ‘common good’”, then the 
answer is not clear. Whereas it makes sense to guide corporate decision-making 
upon a wider base of perspectives, aggregating the individual views of different 
stakeholders does not necessarily equate to ‘the common good’. Furthermore, 
this rationale is based on the assumption that there is a global (or common) 
perspective on what is the common good.
253
Engineering Doctorate Abi Oxley Green
In conclusion, a better decision can be viewed in many different ways, according to 
which stakeholder participation processes can contribute positively or negatively. 
One might ask whether the decisions reached through stakeholder deliberations 
could not have been reached in other ways e.g. by a group of experts. But such a 
question only looks at one part of the picture. Even though stakeholder participation 
processes might not lead to different decisions, their use can give decision-makers 
(and other stakeholders) more confidence in their decisions. In this research, 
employees and consumers identified those issues they felt mobile phone companies 
such as Nokia should treat as priority concerns. Most of the findings highlighted 
impacts that were already being addressed, therefore supporting previous company 
decisions, albeit in retrospect: the message in this case was rather one for 
communication, as opposed to the need to reconcile fundamental differences in 
priority concerns. The question is then how much confidence or certainty is needed 
for a particular decision and what resources are available to deliver that level of 
confidence.
Furthermore, there are some problems where stakeholder participation is needed 
simply because procedural fairness becomes the principal objective. Such problems 
include multi-issue owner problems (e.g. transboundary environmental issues), 
ethical issues (e.g. human rights) and decision-making with implications across long 
time intervals (e.g. nuclear waste, sustainable development). In these cases, it is 
often not clear what is the right answer and therefore the way in which the decision 
is reached becomes a very salient concern.
Whether stakeholder participation processes can realise these benefits is uncertain. 
Even if processes are kept entirely open, there will always be the problem of how to 
account for the views of those people who do not participate, which is of particular 
concern if an overly narrow definition of stakeholder is taken. Participation 
processes need to be both well designed and managed; for this reason, stakeholder 
based environmental decision-making has so far generated a mixed record of success 
and to a large extent remains a work in progress. However, as the understanding and 
deployment of processes matures, companies will be in a better position to maximise
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the benefits and value that can be gained from participatory decision-making, whilst 
at the same time appreciating the limitations of such processes.
9.5 Using participation reactively or proactively
Stakeholder dialogue is typically used to support and inform specific decisions or 
decision-making processes. In such cases, it could be said that the framework within 
which the dialogue can contribute has generally already been set and the questions to 
be addressed have already been defined. The participation is used reactively and can 
be likened to what Stirling (2005: 228) terms as ‘closing down’, that is, where the 
role of participation is to cut through the "... messy, intractable and conflict prone 
diversity of interests and perspectives to develop a clear, authoritative, prescriptive 
recommendation to inform decisions’’.
Wilsdon and Willis (2004) argue the need for moving public engagement ‘upstream’ 
so that dialogue does not just inform decisions, but helps shape them. In this sense, 
participation is used to generate debate about future developments, before deeply 
entrenched positions appear. The participation is used proactively and can be likened 
to what Stirling (2005: 229) terms ‘opening up’, that is, the aim is to "... examine the 
degree to which the results obtained in appraisal are sensitive to different framing 
conditions and assumptions... the appraisal poses alternative questions, focuses on 
neglected issues, includes marginalized perspectives, triangulates contending 
knowledge, ...considers ignored uncertainties, examines different possibilities and 
highlights new options”.
This research provides evidence that supports the argument that stakeholder 
participation should have a role outside the focused context of decision-processes. 
The aim of the stakeholder consultation study carried out in this research was not to 
address a specific existing problem or decision, but rather to proactively develop a 
better understanding of stakeholder attitudes and their dependencies, to ‘open up’ the 
internal discourse. In the focus groups, participants talked about a wide range of 
issues that they associated with mobile communications (see table 7.5). As
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mentioned in the previous section most of the findings highlighted impacts that were 
already being addressed. However, some of the discussions did touch upon topics 
that were not being totally addressed either because at the time they were new, or, 
did not have clearly defined ownership. For example, Finnish participants talked 
about content management, specifically the use of the camera facility on phones 
intruding on people’s privacy. Mobile communication technology develops at a rapid 
pace and as such, so does its impact on society. Therefore, ICT companies need to be 
active, in identifying and understanding the range of impacts associated with their 
products, and flexible, in adapting their management approaches.
It is concluded that from the viewpoint of environmental and social responsibility, 
stakeholder deliberations can help to foster greater self-awareness of how companies 
perform in this area. This increased understanding can be used by companies to 
identify and capitalise upon areas of improvement, define the social context or 
framing conditions within which decisions must be made, provide motivation to stay 
on course through the assurance that the ‘right’ (as defined by society) issues are 
being addressed or simply to invigorate the conscience of the entity or organisation. 
This in turn provides a more robust basis for company policy or strategy 
development.
It is easy for companies to become set in patterns of behaviour and thought. The 
values, policies and processes that keep any organisation operating in a systematic, 
cohesive and effective manner also tend to shield it from the outside world. In a 
world where organisations are increasingly judged, it is useful to step back and take 
a wider perspective. It could be argued that if a company understands stakeholders 
perspectives towards the products or services they produce, they are in a better 
position to define their social value. As proposed by Wilsdon and Willis (2004), this 
awareness can also help companies to connect the concepts of sustainable 
developments and corporate social responsibility to their core innovative capabilities 
and translate them into practical activities.
Proactive participation is not without its challenges. Stirling (2005) highlights that 
when an ‘opening up’ approach is applied to a broad-based process (as in this 
research), the challenge will tend to concern the number and complexity of open-
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ended elements and uncertainty over what constitutes a single ‘best’ way forward. 
As demonstrated in this research, the results and dissemination process required a 
great deal of post-discussion (which in itself had associated benefits, see section 9.2). 
If this research were to be repeated it is recommended that the range of proposed 
discussion topics would be reduced in number. By referring to the Discussion Guide 
(see Chapter 6, section 6.5.1) used in the focus groups, it can be seen that the scope 
of topics was quite wide in order to meet the needs of internal customers. As there is 
always a limited amount of time to conduct a focus group, it is necessary to balance 
the number of topics discussed with the time available for discussing each topic. By 
reducing the range of discussion topics, more time would be available for deeper 
discussion. This does not mean to restrict (or close down) the actual discussion in 
any way, but rather to allow for more flexibility.
Secondly, it is necessary to consider reactive and proactive participation from the 
participants’ perspective. Interviewees are often angered by the time and energy 
invested in engagement processes that subsequently have little or no effect (Rayner, 
2003). In reactive participation (e.g. participation to inform a specific decision), it is 
perhaps easier to provide participants with evidence of change in a short timeframe, 
although their capacity to have a real impact is limited as the framework has already 
been set. By contrast, in proactive participation, the inclusion of people’s views 
might be difficult to demonstrate in the short term as such processes focus on 
shaping future developments, rather than to informing specific decisions; however, 
their capacity to have a real impact and shape the boundaries of discussion is greater. 
The willingness to participate in proactive engagement is therefore likely to depend 
upon the stakeholder group and the reasons behind their participation. For example, 
internal stakeholders might have a more incentive to take part than external groups, 
who might prefer to focus on opportunities to influence short-term developments.
This research goes someway to provide evidence of the tangible benefits of proactive 
participation. The research does not conclude that one form of participation is better 
than the other, but that both can be applied effectively in different circumstances 
depending on the desired outcome; thus careful consideration should be given to the 
expectations for and the context in which each form will be used before embarking 
on the process.
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9.5 Does stakeholder participation contribute to 
sustainable development?
Participation processes, whether used reactively or proactively, can result in a range 
of outcomes, but how do they, if  at all, contribute to sustainable development? 
According to the literature (see chapter 3, section 3.2.3 and chapter 9, section 9.5) 
the understanding of stakeholder views that can be gained through stakeholder 
participation can potentially help companies to translate sustainable development 
into practical actions and connect such concepts to their core innovative capabilities. 
This section builds upon section 9.4 and 9.5 and proposes that stakeholder 
participation is also an important component for making decisions that promote 
sustainable development.
As mentioned in section 9.4, there are some decisions for which the acceptability of 
the outcome and procedural fairness (i.e. the way in which decisions are made) are of 
principal concern. Such examples include complex multi-issue owner problems, 
problems with implications arising over potentially long time intervals and broad 
range of stakeholders, and problems involving disputed values. According to 
Mitchell et al (2004) and as highlighted in Chapter 2, sustainable development is 
considered to include all these problems.
Funtowicz and Ravetz (1990) propose a methodology for managing complex 
decisions known as ‘post normal science’ (see figure 9.2). According to their 
analysis, decisions involving low ‘levels of uncertainty’ and low ‘decision stakes’ 
can be addressed through the familiar approach of ‘applied science’. As the level of 
uncertainty and stakes rise, decision-makers might need to employ additional 
specialist skills and judgements, i.e. ‘professional consultancy’. Where there is a 
high level of ‘system uncertainty’ and high ‘decision stakes’, decision-making 
requires a ‘post-normal’ approach. That is, post-normal science recognises that there 
are some decisions for which the knowledge required to reach an acceptable outcome 
does not reside exclusively with the technical expert. Such decisions affect, and 
therefore need to involve, a broad range of stakeholders to achieve better quality 
results. The argument for ‘post-normal’ science is also supported by Stirling
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(2005:223) who writes that substantive approaches to participation, i.e. engagement 
processes that aim to improve the quality of decision making, are particularly 
important when there are “...intractable scientific and technological uncertainties, 
...as a means to consider broader issues, questions, conditions, causes or 
possibilities” (See Chapter 3, section 3.2.1)
The concept of stakeholder participation is therefore important for decisions 
concerning sustainable development. But how effective are the different levels (i.e. 
informative, consultative, decisional) of participation proposed in this research in 
meeting the requirements necessary for post-normal or substantive approaches? On 
a theoretical level, it is argued that to ensure a broad range of stakeholder views are 
fully considered early within the decision-making process a decisional form of 
participation is needed. The reasons for this are twofold: the first is that in its true 
sense, decisional participation is the only approach where the stakeholder views are 
truly involved in shaping and informing decisions; at a consultative and informative 
level the findings may or may not be used to direct activities. If the aim is to 
genuinely improve the procedural fairness and robustness /acceptability of the 
outcomes, the stakeholder perspectives must be used to help shape and inform the 
decision or developments they refer to. The second reason is that at an informative or 
consultative level, because the participation processes are often designed and 
interpreted for corporate needs (e.g. define the questions, decide which results to use 
and which to discard), there is ample scope for inadvertent bias or deliberate 
influence (Baneqee, 2000; Stirling, 2005). In decisional participation, there is less 
scope for bias as the stakeholders are present, are directly involved in the decision­
making and in some cases share the responsibility of carrying the decisions through.
While decisional participation might be the most appropriate approach at a 
theoretical level, it is concluded from this research that consultative participation is 
perhaps the most practical approach for companies. The study has highlighted that 
benefits can accrue from a consultative form of participation as long as companies 
are committed to taking the findings on board. Furthermore, the level of commitment 
required to conduct a consultative level is acceptable, whereas it is proposed that for 
some organisations the level of management commitment required to carry out a 
genuine form of decisional participation would be difficult to achieve. The reason for
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this is that for most companies decisional participation presents a substantial 
departure from their traditional decision-making systems, requiring a significant 
cultural shift to achieve the necessary level of support.
Figure 9.2: Post-Normal Science (Ravetz. 1993)
O)
Post-Normal
Science
Professional
Consultancy
Applied Science
HighLow
Systems Uncertainty
Although consultative participation is presented here as perhaps the most practical 
option for companies, it is necessary to highlight that there are associated costs 
(time, financial) for conducting such a process, which need to be balanced with the 
benefits. Although the resource requirements may not necessarily increase with the 
level of participation, it is directly proportional to the number of stakeholders 
involved; in other words, increasing the number of stakeholder representatives will 
increase the total resource required. In order for any stakeholder participation 
process to be undertaken by companies in a ‘sustainable’ manner, there is a strong 
need for them to deliver clear and substantive benefits. As highlighted in section 9.3 
above, more work is needed to clarify the boundaries and evaluation of participation 
processes so that all parties (the proponents and participating stakeholders) can 
mutually understand, accept and take responsibility for the full range of benefits
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(both tangible and intangible) and limitations. This is particularly important for 
proactive applications of participation, where the potential benefits with respect to 
achieving sustainable developments are arguably greater but equally as difficult to 
demonstrate.
Companies that have made a commitment to sustainable development and 
continuous improvement in their environmental and social performance have a 
responsibility to challenge the effectiveness of their current decision processes. This 
research provides some evidence of the benefits that companies can expect to gain 
from a consultative level of stakeholder participation. From the study, it is 
recommended that companies who are relatively new to the practice of stakeholder 
engagement might find consultative participation the most practical; this approach 
better prepares a company to move to decisional forms of participation as they 
become more familiar with the concept.
9.6 The future for stakeholder participation processes and 
recommendations for research
At present stakeholder deliberations can usefully be employed to resolve or avoid 
potential conflicts, help drive performance improvements, generate the need or 
funding for research, provide more robust policy or strategy planning or even help 
raise ethical self-awareness. As long as there is a continuing concern to promote 
interactive decision-making, democratic emancipation, social equity and corporate 
transparency, coupled with people questioning the role of industry and scientific 
endeavour, participation processes are likely to play a positive role in the future if 
they are practised in a meaningful way and with real commitment. If they are not 
practised in a meaningful manner, according to Wilsdon and Willis (2004:40), there 
is a concern that ” ... techniques for engagement will be incorporated into the 
bureaucratic processes of decision-making without changing the way that decisions 
are made. In this case ‘public engagement’ is no more than a process box that... 
[decision-makers] ...have to tick when drawing up a policy...”. As a result, it is 
important that companies do not abuse stakeholder participation, but focus on the 
real value that can be added by taking meaningful account of stakeholders’ views. In
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return, as highlighted by Andriof et al (2002), stakeholder groups have the 
responsibility to question the value of taking part in such processes and accept 
responsibility for their demands.
At this moment, engagement processes that do not yield sufficient results or are 
overly resource intensive will be difficult to promote in a corporate arena. Future 
research should therefore focus on developing stakeholder participation processes 
that clarify the limitations of this kind of process as well as enabling all the potential 
benefits to be realised. It is also proposed that further investigation is made into how 
the success of participatory processes depends on a company’s attitudes and culture. 
Finally, studies that focus on developing evaluative techniques for stakeholder 
participation are necessary to measure the effectiveness of such processes, which in 
turn will help their acceptance into company culture and drive further improvements.
262
Engineering Doctorate Abi Oxley Green
References
AccountAbility (2003). AA1000 Assurance Standard. Available at:
http://www.accountability.org.uk/uploadstore/cms/docs/Assurance%20Standard%20
for%20Web.pdf
AccountAbility (2005a). AA1000 Series: AA1000 Framework. Available at: 
http ://www.accountability. org.uk/aal OOO/default.asp
AccountAbility (2005b). AA1000 Stakeholder Engagement Standard: Exposure 
Draft. Available at:
http://www.accountability.org.uk/uploadstore/cms/docs/SES%20Exposure%20Draft
%20dtv.pdf
Acland, A (2000). Uncovering the roots of Stakeholder Dialogue, article in 
Environmental Council's “Elements”, Issue 1 (October 2000)
Acland, A (2001). 'Principles and Characteristics o f Stakeholder Dialogue 
Processes', article from Environmental Council. Available at: http://www.the- 
environment-council.org.uk
Alakeson, V. Aldrich, T. Goodman, J. Jorgensen B & Miller P. (2003). Social 
Responsibility in the Information Society. Digital Europe: ebusiness and sustainable 
development. Available at http://www.digital-eu.org/default.asp
Alam, J (2004). Benefits o f Mobile ICT in Developing Countries. Report based on a 
Master’s Thesis study conducted in cooperation with Nokia. University of Helsinki
Andriof, J. Waddock, S. Husted, B & Sutherland Rahman, S (2002). Unfolding 
Stakeholder Thinking. Vol 1. Greenleaf Publishing
Amstein, S (1969). A ladder of Citizen Participation. AIP Journal, July 1969
Arrow K.J., Raynaud H. (1986) - Social choice and multicriterion decision making, 
M.I.T. Press, Cambridge.
263
Engineering Doctorate Abi Oxley Green
Baneijee, S B (2000). Whose land is it anyway? National Interest, Indigenous 
stakeholders and Colonial Discourses: The Case of the Jabiluka Uranium Mine. In 
Organisation and Environment, 13.1, pp3-38
Baneijee, S B (2001). Corporate Citizenship and Indigenous Stakeholder: Exploring 
a New Dymanic of Organisational-Stakeholder Relationships. In The Journal o f  
Corporate Citizenship, Issue 1, Spring 2001, pp39-55. Greenleaf Publishing
Banner, M (1998). Personal Communication
Barnett, J. Bumingham, K. Carr, A. Johnstone, G. Rootes C & Doherty, B (2004). 
Literature review on Environmental Citizenship. Research conducted for the 
Environment Agency by University of Surrey, Kent University and Keele University
Barney, I (2003). Engaging Stakeholder: Lessons from Orissa. In The Journal o f  
Corporate Citizenship, Issue 10, Summer 2003, pp51-63. Greenleaf Publishing
Barr, D (1999). Integrated rural development through telecommunications.
Available at:
http://www.fao.org/WAICENT/FAOINFO/SUSTDEV/CDdirect/CDre0029.htm
Barr, S (2003). Sustainable Lifestyles: Environmental Action in and around the 
Home. In the proceedings for the 2003 International Sustainable Development 
Research Conference. 24th- 25th March 2003, University of Nottingham, UK.
BBC (1998). World: Europe “Brent Spar gets chop ”, article published on 
Wednesday, November 25, 1998. Available at: 
http://news.bbc.co.Uk/l/hi/world/europe/221508.stm
BBC (2002) Disposable Mobiles Hit the Shops, article published on Wednesday,
July 31, 2002. Available at: http://news.bbc.co.Uk/2/hi/technology/2162075.stm
Beck, U (1992). Risk Society: Towards a New Modernity. London: Sage
Beck, U (1995). Ecological Politics in an Age o f  Risk. Cambridge: Polity Press
264
Engineering Doctorate Abi Oxley Green
Beijing Morning Post, May 20 (2002) as cited in the US Embassy in China ‘Beijing 
Environment, Science and Technology Update’, May 31st 2002, found at 
http://www.usembassv-china.org.cn/sandt/ptr/estnews053102.htm
Beijing Review, (2000). Readjusting Industrial Distribution, in the Beijing Review, 
Vol. 43 No.5 1/31/2000. Available at: http://www.china.org.cn/Beiiing- 
Review/B eii ing/B eii ingReview/2000J an/bir2000-5e-11 .htm
BodyShop (2005). The Story So Far. Available at: 
http://www.thebodvshopintemational.com/web/tbsgl/storv.isp
Bout, D.M. (1998). User Wants and Needs. Mobile Communications Terminal 
Devices Europe, 24th December, 1998
BT Organisational Development, (1997). Focus groups: involving employee 
creatively to influence decisions. London: The Industrial Society
Bumingham K. (1999). Notes from Social Research Module. University of Surrey. 
8th-10th December 1999
Business Respect (2004). “MBA graduates value ethics higher than money”. CSR
Dispatches No. 77 - 24 Aug 2004. Available at:
http ://www.mallenbaker.net/csr/nl/77 .htm 1#anchor 1325
BusinessWeek (2004). The BusinessWeek Global 1000. Available at: 
http://www.businessweek.com/pdIs/2OO4/globallOOO list.odf
Caimcross, F (1995). Green Inc. A guide to Business and the Environment. London: 
Earthscan
Camarota, A. G. (1999). Stakeholder Satisfaction: The key to understanding ISO 
14001. Available at: http://www.trst.com/art-ant-cam.htmp
Carley, M & Christie, I (2000). Managing Sustainable Development. 2nd ed. London: 
Earthscan
Carroll, A & Buchholtz, A. (2000). Business & Society: Ethics and Stakeholder 
Management. 4th Edition. South Western College Publishing.
265
Engineering Doctorate Abi Oxley Green
Cawsey, D. (2000). Albatross or Golden Goose? Business Strategies for 
Sustainability. Lecture during the Clean Technology and Sustainability Module, 
University of Surrey
Cefic (2003). Available at:
http://www.cefic.be/Files/NewsReleases/1797%20PR%20RC%20emcef%20cefic%2
Oeceg.odf
Chambers (1999). 21st Century Dictionary, 1999
Chenail, R (1995) Presenting Qualitative Data, in The Qualitative Report, Vol, 2,
No.3 December 1995, Found at www.nova.edu/ssss/OR/OR2-3/presenting.html
Christie, I (2000). Tomorrow’s politics of the environment -  cleaner production and 
sustainable development in the real world’ Lecture during the Clean Technology and 
Sustainability Module, 17th -21st January 2000, University of Surrey
Clarke, L, Oxley Green, A, Clift R, Wehrmeyer, W & Bumingham, K (2003) A 
Model Of Stakeholder Participation For Companies. (Unpublished). In Oxley-Green, 
A (2005) EngD Portfolio, Volume II
Clarke, L. Oxley Green, A. Clift, R, Bumingham K & Wehrmeyer, W (unpublished) 
The Role Of Stakeholder Participation In Company Environmental Decision- 
Making. In Oxley-Green, A (2005) EngD Portfolio, Volume II
Clayton, A & Radcliffe, N (1996). Sustainability, A Systems Approach. London: 
Earthscan
Clift, R. (1997). Applying Life Cycle Thinking to Solid Waste Management, Imperial 
College, London. October 1997
Clift, R (1998). Engineering for the Environment: The New Model Engineer and her 
Role. Trans IChemE, Vol 76, Part B, May 1998
Clift, R (2003). Inaugural lecture 19th, University of Surrey, Guildford. June 2003
Collins English Dictionary (1994). Harper Collins Publishers, 3rd edition updated. 
ISBN 0 00470678 1
266
Engineering Doctorate Abi Oxley Green
Commission of the European Communities (CEC) (2005). Commission Staff 
Working Document - elnclusion Revisited: The Local Dimension o f the Information 
Society. Part 1. SEC (2005). 206. Brussels: Commission of the European 
Communities. Available at:
http://europa.eu.int/comm/emplovment social/news/2005/feb/eincllocal en.pdf
Cornell, B & Shapiro A.C (1987). Corporate Stakeholders and Corporate Finance. 
Financial Management, 16, pp5-14
CoverTronic (2005). Estimates of WEEE costs prepared by CoverTronic GmbH. 
Internal Nokia presentation
Cowell, S, Hogan, S & Clift, R (1997). LCANET Theme Report: Positioning And 
Applications O f LCA. Centre For Environmental Strategy, University Of Surrey and 
CML Leiden University
Cowell, S. J (2000). Diagram adapted slide from 'Issues with Data' lecture, presented 
during Decision Making Module, 8th -  12th May 2000. Centre for Environmental 
Strategy, University of Surrey
Cramer, J (2003). In Search of the Essence of Corporate Social Responsibility. Paper 
presented at International Sustainable Development Research Conference, 8th-9th 
April, at Hulme Hall, Manchester, UK
Cramer, J. & Stevels, A (1997). Strategic Environmental Product Planning with 
Philips Sound & Vision, in Environmental Quality Management, Autumn 1997. John 
Wiley & Sons, Inc.
Cronin, A (2001). Focus Groups. In Gilbert, N (ed) Researching Social Life.
London: Sage Publications
Gumming, J (2002). Participative Policy Making in the UK -  A practical case study 
n development of the agenda and building consensus in the sustainable development 
arena in the UK. In the proceedings of the 2002 International Sustainable 
Development Research Conference, 8-9th April 2002, University of Manchester, UK
267
Engineering Doctorate Abi Oxley Green
Defra (2001). Survey of Public Attitudes to Quality of Life and to the Environment. 
Available at: www.deffa.gov.uk/enviromnent/statistics/pubatt/ch4conc.htm
Department for Transport (2002). Available at:
http://www.roads.dft.gov.uk/consult/mobiles/03.htm
Des Jardins, J (2001). Environmental Ethics: An introduction to environmental 
philosophy, 3rd Ed. Belmont: Wadsworth Thomson Learning
Donaldson, T & Preston, L E (1995). The Stakeholder Theory of the Corporation: 
Concepts, evidence and implications. Academy o f Management Review, 20: 65-91
Dorcey et al (1994) cited in Jackson, L (2001). Contemporary Public Involvement: 
toward a strategic approach. Local Environment, Vol. 6, No. 2, ppl35-147, 2001
Dow Jones Sustainability Index (2004). Available at: http://www.sustainabilitv- 
index.com/
Dunlap R, Gallup, G & Gallup, A (1993). Of Global Concern. Results of the Health 
of the Planet Survey, in Environment, Volume 35, No. 9, November 1993
Dunlap, R & Mertig, A (1995). Global Concern for the Environment: Is Affluence a 
Prerequisite? In the Journal o f Social Issues. Vol 51. No. 4 ppl21-137
Earl, G & Clift, R (1998) How Important Is Environmental Performance? A Case 
Study Measuring The Environmental Preferences Of Business-to-Business 
Consumers. In the Journal o f Sustainable Product Design, July 1998, pp 19-29. 
Surrey: Beacon Press. Available at: 
http://www.cfsd.org.uk/ioumal/archive/98ispd6.pdf
Elahi, S (2000). Fairness in decision-making. Lecture during the Decision Making 
Module, 2000, University of Surrey
Electronic Industries Alliance (EIA) (2003). Electronic Product Environmental 
Labels. Available at: www.epeat.net/ftles/workshop files/ecolabelsmav2003 .doc
Elkington, J (1997). Cannibals with Forks, The triple bottom line. Oxford: Capstone 
Publishing Ltd. IBSN 1-84112-084-7
268
Engineering Doctorate Abi Oxley Green
Ellis, B (2000). Environmental issues in electronics manufacturing: a review. Circuit 
World 26/2 (2000) ppl7-21. MCB University Press
Encarta (1999). MSN Encarta. Available at:
httv://encarta, msn, com/encnet/features/dictionary/dictionarvhome. asvx
Environment Daily (ENDs) (2001a). UK Firms Pressed over Green Information, 
11/04/01
Environment Daily (ENDs) (2001b). UK Insurers Launch Corporate Ethics 
Template, 1088, 24/10/01
Environment Daily (ENDs) (2001c). Ericsson wins global ISO 14001 certification. 
1125, 17/12/01
Environment Daily (ENDs) (2002). Firms team up to tackle electroscrap recycling. 
1351, 16/12/02
Environment Daily (ENDs) (2003a). EU electroscrap directives enter into force.
1386, 17/02/03
Environment Daily (ENDs) (2003b). Wallstrôm woos trade unions on green issues. 
1434, 30/04/03
Environment Daily (ENDs) (2003c). Cold Water poured on the IT’s environmental 
pulses. 1460, 11/06/03
Ethical Corporation (2005) Leaders: Ten years on from 1995 - Corporate 
responsibility in modern times. Available at: 
httn://www.ethicalcorp.com/content.asp?ContentID=4028
Erickson, F. (1986). Qualitative methods in research in teaching. In Wittrock, M.C 
(ed) Handbook o f research on teaching (3rd ed) New York: Macmillan
Emberg J (1999). Telecommunications fo r  Sustainable Development. Available at: 
http://www.fao.ore/WAICENT/FAOINFO/SUSTDEV/CDdirect/CDreOQ28.htm
European Commission (EC) (2005a). Integrated Product Policy. Available at: 
http :// europa.eu.int/comm/environment/ipp/home.htm
269
Engineering Doctorate Abi Oxley Green
European Commission (EC) (2005b). Energy-using Products. Available at: 
http://europa.eu.int/comm/enterprise/eco_design/
Fichter, K (2002). e-Commerce: Sorting out the Environmental Consequences. In 
Journal o f Industrial Ecology. Vol 6, No. 2, Spring 2002. MIT Press.
Fielding, N & Thomas, H (2001). Qualitative Interviewing in Gilbert, N (ed) (2001) 
Researching Social Life. London: Sage Publications
Fielding, N (2003). Analysing qualitative data by computer, Social Research Update, 
Issue one. Guildford: University of Surrey
Fielding, N.C. & Fielding J.L (1986). Linking Data: The Articulation of Qualitative 
and Quantitative Methods in Social Research. Qualitative Research Methods Series. 
Vol. 4. Beverly Hills, CA: Sage Publications
Fineman, S. Clarke, K (1996). Green Stakeholders: Industry Interpretations and 
Response. In. Journal o f Management Studies 33:6. November 1996. Oxford: 
Blackwell Publishers.
Finnish Statistics (2003). Available at: http://www.tilastokeskus.fi/index en.html
Food and Agriculture Organisation (FAO) (1990). Participation in Practice: Lessons 
from the FAO People’s Participation Programme, Rome: FAO
Frankel, C. (1998). In Earth's company- Business, Environment and the Challenge o f  
Sustainability. New Society Publishers
Freeman, R E (1984). Strategic Management: A stakeholder approach. Boston: Pitman
Freeman, R.E. & Reed, D.L. (1983). Stockholders and Stakeholders: A new 
perspective on corporate governance. California Management Review, 25(3), pp 93- 
94
FTSE4Good (2004). Available at: http://www.ftse.com/index.isp
Functowicz, S. and Ravetz, J (1990). Uncertainty and Quality in Science fo r  Policy. 
Dordecht: Kluwer, Academic Publishers
270
Engineering Doctorate Abi Oxley Green
Functowicz, S. Shepherd, L Wilkinson, D & Ravetz, J (2000). Science and EU  
Policies: uncertainty and risk management
Gardner-Outlaw, T & Engelman, R (1997). Sustaining Water: Easing Scarcity. 
Revised Data for the Population Action International Report, Sustaining Water: 
Population and the Future of Renewable Water. Available at 
http://populationaction.org/resources/publications/water/water97.ndf
Gartner (2004). “Gartner Says Worldwide Mobile Phone Sales Increased 21 Percent 
in 2003”. Available at url:
http://www4.gartner.eom/5 about/press releases/asset 62091 ll.isp
Gibbs, A (1997). Social Research Update 19: Focus Groups. Available at: 
http://www.soc.surrey.ac.uk/sru/SRU 19.html
Gilbert, N (ed) (2001). Researching Social Life. London: Sage Publications
Global e-Sustainability Initiative (GeSi) (2002). Industry as a partner fo r  sustainable 
development: Information and Communications Technology, in association with the 
United Nations Environment Programme. Available at: http://www. gesi.org/
Global Reporting Initiative (GRI) (2000). Sustainability Reporting Guidelines on 
Economic, Environmental and Social Performance. June 2000. Available at: 
http://www.globalreporting.org/Guidelines/June2OOO/June2OOOGuidelinesDownload. 
htm
Goodpaster, K.E. Maines, T.D & Rovang, M.D (2002). Stakeholder Thinking: 
Beyond Paradox to Practicality. In The Journal o f Corporate Citizenship. Issue 7. 
Autumn, 2002. Greenleaf Publishing, pp93-111
Graedel, T.E. & Allenby, B.R. (1995). Industrial Ecology. Prentice Hall: New 
Jersey.
Gregory, J (2003). Understanding ‘science and the public’. In Journal o f  
Commercial Biotechnology. Volume 10, No. 2 December 2003. Henry Stewart 
Publications
271
Engineering Doctorate Abi Oxley Green
Habermass, J., McArthy, T (Ed), Lenhardt, C. (Translator) and Weber Nicholson, S. 
(Translator) (1992). Moral Consciousness and Communicative Action. Cambridge: 
Polity Press.
Haikio, M (2002). Nokia, the Inside Story. Nokia and Edita Publishing Ltd.
Handy, C (1985). Understanding Organisations. 3rd edition. London: Penguin 
Group
Howes, R., Skea, J. & Whelan, R. (1997). Clean & Competitive, Motivating 
Environmental Performance in Industry. London: Earthscan Publications Ltd. ISBN
Huberman, A. M & Miles, M.B. (eds) (2002). The Qualitative Researcher’s 
Companion. California: Sage Publications
International Chamber of Commerce (ICC) (2003). The Business Charter fo r  
Sustainable Development -1 6 principles. Available at: 
httn://www.iccwbo.org/policv/environment/idl309/index.html
Independent Expert Group on Mobile Phones (IEGMP) (2000). Mobile Phones & 
Health. Also known as “The Stewart Report”. Available at: 
http://www.iegmp.org.uk/
Inglehart R (1990). Culture Shift in Advanced Industrial Society. Princeton 
University Press
Interbrand (2002). Available at: www.interbrand.com
International Consumer Research and Testing (ICRT) (2003). Corporate Social 
Responsibility and Mobile Phones. Available at: http://www.intemational- 
testing.org/index.html
Investor words (1999). Glossary of Investor words. Available at: 
http ://www.investorwords.com
Irwin, A (2001). Personal communication
272
Engineering Doctorate Abi Oxley Green
Jackson, L. (2001). Contemporary Public Involvement: toward a strategic approach. 
Local Environment, 6(2), pp 135-147.
Jakobs, Carl (2001). Recycling mobile phones. Consumentenbond, February 2001, 
Research Department, Carl Jakobs
Jones, E (1993). Courtesy bias in South-East Asian surveys, in Bulmer, M & 
Warwick D (eds) Social Research in Developing Countries. UCL Press ltd: London
King, G. Keohane, R. & Verba, S (1994). Designing social inquiry: scientific 
inference in qualitative research. Chichester; Princeton, N.J.
Klinkers, L., & Nelissen, N. (1995). Environmental Campaigning: How to Promote 
Employee Participation in Environmental Policies. Greener Management 
International, 10, pp96-84
Knight, P (2002). Meditating without Mantras. Article in Tomorrow, December 2002
Krueger, R. (1988). Focus Groups, A Practical Guide fo r  Applied Research. 
California: Sage Publications. ISBN 0-8039-3186-7
Krueger, R. (1994). Focus Groups, A Practical Guide fo r  Applied Research. 
California: Sage Publications. ISBN 0-8039-5566-9.
Langtry, B (1994). Stakeholders and the Moral Responsibilities of Business. In 
Business Ethics Quarterly, Volume 4, Issue 4. ISSN 1052-150X
Levett, R. (2000). Consultation and Participation for Local Sustainability. 
Proceedings o f ICLEI: Local Loops - How Environmental Management Cycles 
Contribute To Local Sustainability, May 1999, European Commission
Lunnon, A,D. (1999). The WEEE directive. In the proceedings for the Recycling 
Electrical and Electronic Equipment 2, ERA Technology Conference, 24th November 
1999, London.
MacArthur, J. D. (1997). Stakeholder Roles and stakeholder analysis in project 
planning: a review o f approaches in three agencies -  World Bank, ODA and NRI. 
ISBN 1898828 90 3
273
Engineering Doctorate Abi Oxley Green
Mansell, R. & When, U. (eds) (1998). Knowledge Societies: Information 
Technologies for Sustainable Development. Oxford University Press. Available at: 
http ://www. susx.ac.uk/spru/ink/knowledge.html
Mason, J (1996). Qualitative Researching. London: Sage Publications
Maxwell, J. A. (2002). Understanding and Validity in Qualitative Research in 
Huberman, A. M & Miles, M.B. (eds) (2002) The Qualitative Researcher's 
Companion. California: Sage Publications
May, T. (1993). Social Research Methods, Issues, Methods and Process. I st Edition. 
Buckingham: Open University Press. ISBN 0-335-19054-5
May, T. (1997). Social Research Methods, Issues, Methods and Process. 2nd Edition. 
Buckingham: Open University Press. ISBN 0-335-20005-2
Mead, C.D., Donaldson, J.D., Snowdon, K.G. and Francis, D.P. (1998). Supplying 
Design for Environment in the Telecommunications Industry. In Proceedings from 
the EngD in Environmental Technology Conference 1998. University of Brunei, 
Horsley, A & Robinson N. ISBN 185237215 x
Mitchell, C. Carew, A & Clift, R (2004). The Role of the Professional Engineer and 
Scientist in Sustainable Development. In Azapagic, A. Perdan, S & Clift, R (eds) 
Sustainable Development in Practise: Case studies fo r  Engineers and Scientists. 
Chichester: John Wiley & Sons.
Mitchell, R, E (1993). Survey Materials Collected in the developing countries: 
Sampling, measurement, and interviewing obstacles to intranational and international 
comparisons in Bulmer, M & Warwick D (eds) Social Research in Developing 
Countries, UCL Press ltd: London
Mitchell, R.K., Agle, B.R. & Wood, D.J. (1997). Toward A Theory Of Stakeholder 
Identification And Salience: Defining The Principle Of Who And What Really 
Counts. Academy o f Management Review. 22(4), pp853-886
Mobile Takeback UK (2003). Available at: http://www.mobiletakeback.co.uk/
274
Engineering Doctorate Abi Oxley Green
Mokhtarian, P (2003). Telecommunications and Travel. The Case for 
Complementarity. In Journal o f Industrial Ecology (2003) Vol 6., Number 2, pp 43 -  
57
Morgan, D. L (1988). Focus Groups as qualitative Research. California: Sage 
Publications. ISBN 0-8039-3208-1
Morgan, D.L (1998). The focus group guidebook: Focus Group Kit, Volume 1. Sage 
Publications
Mori (2000). The First Ever European Survey of Consumer's Attitudes towards 
Corporate Social Responsibility, conducted on behalf of CSR Europe.
Mori (2003). “Green Choice” Is Still A Middle Class Affair. Available at: 
http://www.mori.com/polls/2003/ncc.shtrnl
Mori (2005). Employees’ Attitudes to Corporate Responsibility, conducted for 
Business in the Community. Available at: www.bitc.org.uk/document.rm?id=l 716
Munda, G (2002). “Social Multi-Criteria Evaluation” (SMCE): Methodological 
Foundations and Operational Consequences. Manuscript submitted to European 
Journal o f Operational Research. Available at:
http://www.aiaccproiect.org/meetings/Trieste 02/trieste cd/Resource Materials/mul 
ticriteria.PDF
National Environmental Technology Centre (Netcen) (2004). UK Air Pollution. 
Produced by Netcen on behalf of Defra and the Devolved Administrations. Available 
at:
http://www.airqualitv.co.uk/archive/reports/cat05/0408161000 Deffa AO Brochure 
2004 s.pdf
Neuman W (2003). Social research methods: qualitative and quantitative 
approaches. 5th Edition. Boston: Allyn and Bacon
Nikkei BP AsiaBizTec (2001). DoCoMo to Cut Ties with Non-Green Partners. 
Available at:
http ://www.nikkeibp.asiabiztech.com/wcs/fhn/leaf?CID=onair/asabt/moren/l 45713
275
Engineering Doctorate Abi Oxley Green
Nokia (2002) Nokia Environmental Report. Available at: 
http://www.nokia.eom/nokia/0.6771.27464.00.html
Nokia (2003). Available at: http://www.nokia.com
Nokia (2004) Internal Presentation ‘Are Consumers Ready for Action?’
Nokia (2004). Available at: http ://www.nokia.com
Nuovo, F. (2000). Personal Communication
Oakley, A. (1981). 'Interviewing women: a contradiction in terms' in Roberts H. (ed.) 
Doing Feminist Research London and New York: Routledge
Oakley, P & Marsden, D (1984). Approaches to Participation in Development, 
Geneva: International Labour Organisation (ILO)
Organisation for Economic Co-operation and Development (OECD) (2000) 
Environmental Taxes Database. Available at: 
http://www.oecd.org/env/policies/taxes/ index.htm
Organisation for Economic Co-operation and Development (OECD) (2003). Annual 
Report on the Guidelines for Multinational Enterprises: 2003 Edition. Available at: 
http://www.oecd.Org/document/20/0.2340.en 2649 201185 20589588 1 1 1  1.00. 
html
Oxley-Green, A (2005a). Progress Report 1, 1999. EngD Portfolio, Volume II
Oxley Green A (2005b). Progress Report 2, 2000. EngD Portfolio, Volume II
Oxley Green A (2005c). 2nd year Dissertation: Directing Environmental Activities 
with Stakeholder Participation. 2001. EngD Portfolio, Volume II
Oxley Green, A (2005d). Progress Report 3, 2001. EngD Portfolio, Volume II
Oxley-Green (2005e). Progress Report 5, 2002. EngD Portfolio, Volume II
276
Engineering Doctorate Abi Oxley Green
Oxley-Green A, Wright, L and Clift R (2000). Connecting People To Product 
Development. In the proceedings of the Engineering Doctorate in Environmental 
Technology, Annual Conference 2000, at Brunei University, Uxbridge
Panapanaan, V & Linnanen, L (2002). Coporate Social Responsibility in Finnish 
Companies: Cultural and Attitudinal Dimensions. In the proceedings for the 2002 
International Sustainable Development Research Conference, 8th-9th April, 2002, 
University of Manchester, UK.
Paterson, H. (2001). Notes from 'Facilitating Skills' Workshop, Corporate Training 
pic. 14th-15th February 2001
Perry, T. (2000). The environment. Institute of Electronic and Electrical Engineering.
Petts, J. (1995). Waste Management Strategy Development: A Case Study of 
Community Involvement and Consensus-Building in Hampshire, Journal o f  
Environmental Planning and Management, 38(4), pp519-536
Petts, J. Herd, A. Gerrard, S & Home, C (1999). Business Attitudes to Environmental 
Compliance: Perceptions within Small and Medium-sized Enterprises (SMEs).
Global Environmental Change Programme Briefings. Number 25, March 1999. 
Available at: http://www.sussex.ac.uk/Units/gec/nubs/briefing/brief-25.pdf
PiperJaffray (2005) The China Analyst, report found at 
http ://www.piperi affrav.com/96O
Porrit, J (2003). Sustainable Development Priorities for the Next 10 years’ Opening 
Lecture to the 10th Annual EngD in Environmental Technology Conference, 25th — 
26th June 2003, Brunei University
Pretty, J & Shah P. (1994). Soil and Water conservation in the twentieth century: a 
history o f coercion and control. Rural History Centre, University of Reading. 
Research Series number 1. 1994
Pretty, J., Gujit, I, Thompson, J & Scoones, I (1995). A Trainer's Guide for  
Participatory Learning and Action. IIED Participatory Methodology Series. London: 
IIED. ISBN 1-899825-00-2
277
Engineering Doctorate Abi Oxley Green
Qiang, X (2005) The Development and the State Control of the Chinese Internet, a 
written speech presented at U.S.-China Economic and Security Review Commission, 
Hearing on China’s State Control Mechanisms and Methods. April 14, 2005.
Raintree (2005). Rainforest facts: The Disappearing Rainforest. Available at: 
http://www.rain-tree.com/facts.htm
Ramus, C.A. & Steger, U (2000). The Roles of Supervisory Support Behaviours and 
Environmental Policy in Employee Eco-Initiatives at leading-edge European 
Companies. Forthcoming in the Academy o f Management Journal. Available at 
http ://www. aom.nace. edu/ami/August2000/ramus .pdf
Rands, G, Ribben, B & Maakestad, W (2002). Facing the Music: Ethical 
Implications of the Loss of Tuvalu to Global Warming. Presented at the 10th 
International Conference o f the Greening o f Industry Network, Goteborg, Sweden, 
June 23rd-26th, 2002
Ravetz, J. (1993). Science for the Post Normal Age. Futures, 25 (7), pp735-755
Rawlinson, J (1983). Creative Thinking and Brainstorming. Aldershot: Gower
Rayner, S (2003) Democracy in the age of assessment: reflection on the roles of 
expertise and democracy in public sector decision making. In Science and Public 
Policy, vol. 30, No. 3, June 2003, pp 163-170. Guildford: Beech Tree Publishing
Rayner, S (2003). Democracy in the age of assessment: reflection on the roles of 
expertise and democracy in public sector decision making. In Science and Public 
Policy, vol. 30, No. 3, June 2003. Guildford: Beech Tree Publishing, pp 163-170.
Reed, J & Payton, V.R (1997). Focus Groups: Issues of analysis and interpretation. 
^Journa l o f  Advanced Nursing (1997) 26, pp765-771
Renn, O., Webler, T. & Kastenholz, H. (1998). Procedural and Substantive Fairness 
in Landfill Siting: A Swiss Case Study. In Lofstedt, R. & Frewer, L. (1998) Risk & 
Modem Society. London: Earthscan Publications Ltd.
278
Engineering Doctorate Abi Oxley Green
Ritchie, J & Spencer, L (2002). Qualitative Data Analysis for Applied Policy 
Research in Huberman, A. M & Miles, M.B. (eds) (2002) The Qualitative 
Researcher's Companion. California: Sage Publications
RosettaNet (2003). Available at: http://www.rosettanet.org
Royal Commission on Environmental Pollution (RCEP) (1998). Twenty-first Report: 
Setting Environmental Standards. London: The Stationary Office.
SIC Manual (2000). SIC Description for 3663. Available at: 
http ://www.osha. gov/oshstats/sicser.html
Siikavirta, H. Punakivi, M. Kârkkâinen, M & Linnanen Lassi (2003). Effects of e- 
Commerce on Greenhouse Gas Emissions. In Journal o f Industrial Ecology (2003) 
Vol 6., Number 2, pp 83 - 97
Silverman, D ( 2000). Doing Qualitative Research: A Practical Handbook. Sage: 
London
Skogen, K (1996). Young environmentalists: Post modem identities or middle-class 
culture? The Editorial board of The Sociological Review. Oxford: Blackwell 
Publishers
Smithson, J (2000). Using and analysing focus groups: limitations and possibilities. 
In International Journal o f Social Research Methodology (2000), Vol 3, No.2 
ppl03-119
State Environmental Protection Administration SEPA (2001; 2002; 2003). Annual 
Environmental reports found at: http://www.zhb.gov.cn/english/chanel- 
2/index.php3?chanel=2
Steinbock, D (2001). The Nokia Revolution. New York: Amacon
Stevels, A. Agema, R & Hoedemaker, E (2001). Green Marketing of Consumer 
Electronics II. Presented at Institute o f Electronic and Electrical Engineering, 2001
Stirling, A (2005). Opening up or closing down? Analysis, participation and power 
in the social appraisal of technology. In Leach, M. Scoones, I & Wynne, B (eds).
279
Engineering Doctorate Abi Oxley Green
Science and Citizens. Globalisation and the Challenge o f Engagement. London: Zed 
Books, pp 218-231.
Strauss, A. and Corbin, J. (1990). Basics o f qualitative research: Grounded theory 
procedures and techniques. Sage Publications
Stutz, M. Emmenegger, M. Frischknecht, R. Guggisberg, M. Witschi, R & Otti, T 
(2003). Life Cycle Assessment of the Mobile Communication System UMTS: 
Towards Eco-efficient Systems. In proceedings of 2003 Institute o f Electronic and 
Electrical Engineering International Symposium on Electronics and the 
Environment, Boston, U.S.A, 19th- 23rd May 2003
Suchman, M.C (1995) cited in Mitchel et al (1997). Toward A Theory Of 
Stakeholder Identification And Salience: Defining The Principle Of Who And What 
Really Counts. Academy o f Management Review. 22(4), pp853-886
SusTel (2002). Available at: http://www.sustel.org/
Taylor, D. (1993). Minority Environmental Activism in Britain: From Brixton to the 
Lake District. Qualitative Sociology, Vol. 16, No. 3, pp263-295
Teijlingen et al. (2001). Social Research Update 35: The importance of Pilot 
Studies. Available at: http://www.soc.surrey.ac.uk/sni/SRU35.html
The Engineering Council (1994). Guidelines on Environmental Issues.
The Environment Council (1997). Stakeholder Dialogue in Action case study: The
Brent Spar Dialogue Process. The Environment Council. Available at:
http://www.the-environment-council.org.uk/docs/pdf casestudv brentspar.pdf
The Environment Council (1999). Guidelines fo r  Stakeholder Dialogue -  a joint 
venture. London: The Environment Council
The Environment Council (2000). Typology presented during the 'Facilitating 
Environmental Solutions. Principles and Practice o f Stakeholder Dialogue 
Workshop. 15th June 2000
280
Engineering Doctorate Abi Oxley Green
The Environment Council, (2003). Available at: http://www.the-environment- 
council.org.uk/templates/mn_template.asp?id=21
World Resources Institute (WRI) (2000) Tomorrow’s Markets: Global Trends and 
their implications fo r  Business. In association with United Nations Environment 
Programme (UNEP) and World Business Council for Sustainable Development 
(WBCSD) (2000)
Tremblay, K.R., & Dunlap, R. E. (1978). Rural residence and concern for 
environmental quality: A replication and extension. Rural Sociology, 43, pp474-491
Tuxworth, B (2002). “Sit still while I empower y o u . A r t i c l e  in Green Futures 
No.35, July/August, 2002
United Nations (2001). Report of the Panel of Experts on the Illegal Exploitation of 
Natural Resources and Other Forms of Wealth of the Democratic Republic of the 
Congo. Available at: httn://www.un.org/News/dh/latest/drcongo.htm
United Nations Development Program (UNDP) (1997). UNDP Guidebook on 
Participation. Available at: http://www.undp.org/csonn/paguideO.htm
United Nations Environment Program (UNEP) (2005). Agenda 21. Integrated 
Approach to the Planning and Management o f Land Resources. Available at: 
http://www.unep.org/Documents.Multilingual/Default.asp ?DocumentID=52
Unites Nations Economic and Social Commission for Asia and the Pacific 
(UNESCAP) (2005). Beijing data sheet. Available at: 
http://www.unescap.org/esid/psis/population/database/chinadata/beiiing.htm
US Census Bureau (2000). The Fact Sheet fo r  Irving city, Texas. Available at 
(www.census. gov/1.
Vidal, (2004). Fairtrade sales hit £100m a year. Article in The Guardian, Saturday 
February 28, 2004.
Vodafone (2004). Coltan mining in the Democratic Republic of Congo. Available at: 
http://www.vodaIbne.eom/article/O.3O29.CATECCRV ID%253D3041102%2526L
ANGUAGE ID%253DO%2526CONTENT ID%253D233177.00.html?
281
Engineering Doctorate Abi Oxley Green
Waddock, S (2001). Integrity and Mindfulness: Foundations of Corporate 
Citizenship. In The Journal o f Corporate Citizenship, Issue 1, Spring 2001, pp25-37. 
Greenleaf Publishing
Wakeford, T (2002) Social Research Update. Issue 37. Citizens Juries: a radical 
alternative for social research. Available at: 
http ://www. soc. surrey. ac.uk/sru/SRU37 .html
Walker, R (ed) (1985). Applied Qualitative Research. Dartmouth: Aldershot
Wehrmeyer, W (ed) (1996). Greening People. Human Resources and Environmental 
Management. Sheffield: Greenleaf Publishing Ltd.
Wehrmeyer, W & McNeil M (2000) Activists, Pragmatist, Technophiles and Tree- 
huggers? Gender Difference in Employees’ Environmental Attitudes. In Journal o f  
Business Ethics, 28, Netherlands: Kluwer Academic Publishers, pp211-222.
Wehrmeyer, W (1998). Corporate Cultures Towards Strategic Health and Safety 
Management and the Challenge of Organisational Change. In Hale et al. Safety 
Management: The Challenge o f Change. Place: Oxford, Publisher: Pergainon, 
pp 107-117, ISBN: 0-08-043075-9
Welford, R (1996). Corporate Environmental Management: systems and strategies. 
London: Earthscan Publications Ltd.
Welford, R. & Starkey, R. (1996). Business and the Environment. London: Earthscan 
Publications Ltd. ISBN 1 85383 301 0
Welford, R. (1997). Hijacking Environmentalism. London: Earthscan Publications 
Ltd. ISBN 1 85383 3983
West, E (1997). 201 Icebreakers: Group Mixers, Warm-ups, Energizers, and Playful 
Activities. New York: McGraw Hill
Wheeler, D. & Sillanpââ, M. (1997). The Stakeholder Corporation. Pitman 
Publishing.
282
Engineering Doctorate Abi Oxley Green
Wilcox, D (1994). The guide to Effective Participation. Brighton: Partnership. 
Available at: http://www.partnershiDS.org.uk/mde/index.htm
Wilsdon, J and Willis, R (2004) See-through Science. Why public engagement needs 
to move upstream. Report produced by Demos in partnership with Green Alliance, 
Environment Agency and RSA. Available at: 
http://www.techforum.org.uk/public.htm
Wolters, T., Bouman, M., & Peeters, M. (1995). Environmental Management and 
Employment: Pollution Prevention Requires Significant Employee Participation. 
Greener Management International, 11, pp 63-72
Wong, M (2004). Implementation O f Innovative Product Service Systems In The 
Consumer Goods Industry. PhD Thesis. University Of Cambridge
World Business Council for Sustainable Development (WBCSD) (1999). 
Stakeholders, adding value to the process. Article in Tomorrow, No. 5, Vol. IX, 
September-October, 1999
World Commission on Environment and Development (WCED) (1987). Our 
Common Future, p 89. Oxford: University Press
World Health Organisation (WHO) (2005). What are electromagnetic fields? 
Available at: www.who.int/peh-emf/about/whatisEMF/en/indexl.html
Wright, L. (1999). Application of a Life Cycle Approach to Product Design. Volume 
1, Part C of EngD Portfolio, University of Surrey.
Wright, M. (1998). Do you have to be white to be green? Green Futures, November- 
December pp24-28
Wuelker G (1993). Questionnaires in Asia. In Bulmer, M & Warwick D (eds) Social 
Research in Developing Countries, UCL Press ltd: London. ppl61-167.
Yorke, S & Dineen, R (2002). Who’s ruling who? The social impact of mobile 
phones. Ovum
283
Engineering Doctorate Abi Oxley Green
Yosie, T & Herbst, T (1998). Using Stakeholder Processes in Environmental 
Decision-making. An evaluation of Lessons Learned, Key Issues and Future 
Challenges. Available at: http://www.riskworld.com/Nreports/NR5ME001 .htm
Zelezny, L.C. Chua, P & Aldrich, C (2000). Elaborating on Gender Differences in 
Environmentalism. In Journal o f Social Issues, Fall, 2000.
Zint, M & Frederick R (2001). Marketing and Advertising a “Deep Green” 
Company: The Case of Patagonia, Inc. In The Journal o f Corporate Citizenship, 
Issue 1, Spring 2001, UK: Greenleaf Publishing, pp93-113
284
Engineering Doctorate Abi Oxley Green
Appendix -  Chapter 2
APPENDIX 2.1 : Data for estimating total mass of mobile phone entering the 
market between 1993 and 2003
Y ear 1993 1994 1995 1996 1997 1998 1999 2000 2001 2002 2003
A verage W eight of mobile phone 
(g) (Nokia presentation) 475 275 200 155 138 130 120 100 85 85 90
O ther M anufacturer m arket 
volum es 11.5 21 32 54 88 129 199 273.94 239 253 292
Nokia m arket volum es 2.5 5 11 15 21.3 41 79 128.36 141 152 179
Total m arket volum es 14 26 43 69 109.3 170 278 402.3 380 405 471
M ass of other M anufs mobile 
phones sold to m arket (tonnes) 5463 5775 6400 8370 12144 16770 23880 27394 20315 21505 26280
M ass of Nokia mobile phones sold 
to m arket (tonnes) 1188 1375 2200 2325 2939 5330 9480 12836 11985 12920 16110
Nokia sh a re 18% 19% 25.5% 22% 19% 24% 28% 32% 37% 38% 38%
45000
40000
35000
30000
25000
20000
15000
10000
1993 1994 1995 1996 1997 1998 1999 2000 2001 2002
Year
Other manuf mobile phones 
Nokia mobile phones 
•Average weight of mobile phone
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Appendix -  Chapter 6
A P PE N D IX  6.1: Pre focus group form
Please answer the following questions by placing a tick in the relevant box. Your names will remain 
anonymous in any use o f this material.
Some questions about you and Nokia...
1. Since j oining Nokia, have you received any environmental training? 
None Env. Induction Other (pis specify)
□
2. Please indicate which Nokia environmental WebPages you have visited?
NMP NET NVO NHO NRC I have not visited any□ □ □ □
3. Please indicate when you last read Nokia's Environmental Policy?
In the last month In the last 2-12 months I cannot recall I have not read
□
4. Please indicate when you last read Nokia's Code of Conduct?
In the last month In the last 2-12 months I cannot recall I have not read□ □ □ □
Some personal questions about you and the Environment...
5. At home do you...
a) Recycle glass, paper, plastic etc
b) Try to reduce energy consumption (e.g. 
remember to switch off lights)
c) Buy organic fruit and vegetables
d) Avoid dropping litter
e) Avoid using the car
J) Dispose o f electronic waste appropriately
Always□
□
□
Occasionally Never
□
6. Take a minute or two to think about some of the environmental issues you have heard of 
recently, can you list a few?
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A P PE N D IX  6.2: Post focus group form _____________________________________________
Feedback is a vital part o f  continual improvement. Having reached the end o f the session it is now 
your chance to tell me what you think! Your names will remain anonymous in any use o f this material 
- pis be honest
1. What aspect o f  the session did you enjoy the most?
2. What aspect of the session did you enjoy the least?
3. Do you believe your views or perspectives towards environmental & social issues have changed 
as a result of this discussion?
Yes No Don't know□ □ □
3a. If yes, can you explain how?
4. Do you have any other comments?
"Thank you for your comments. "
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A P PE N D IX  6.3: V isual A ids
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A P PE N D IX  6.4: E xtended Study Project Proposal
Environmental & Social Focus Group Study -  10/05/02
RADAR 
PROJECT PLAN
A. S. Oxley Green 
Purpose
The purpose of this Stakeholder Dialogue study is to gain information on the 
environmental and social concerns of employees & end consumers in US, China, Brazil 
& Finland.
Benefits
The benefits of the study are:
- To move towards Sustainable Development through informing Environmental & 
CSR decisions
- Help identify any risk & reputation management issues
- Make sure we are addressing the right environmental & social issues
Identify whether we are perceived as a "company who cares for the environment" 
and why
Demonstrate Nokia's stakeholder engagement as required Global Reporting 
Initiative (GRI) and CSR
Make sure we are covering the right issues in our environmental & social reporting
- Provide a baseline for env & soc performance perception and benchmarking with 
other companies
- Raise employee/site awareness of env & soc issues
- Gain in-house experience of stakeholder dialogue with employees & consumers & 
from using focus groups
The study
The study will use focus groups to gain a detailed understanding of people's concerns 
and perspectives. A research agency will be required to support the practical aspects 
(e.g. recruitment, facilitation & analysis) in the separate countries and I will manage the 
project from Nokia. This study follows on from an UK pilot study and benefits from the 
experience gained and also the objectivity provided by a 4yr doctorate programme.
Project Management
I will work in partnership with the external Research Agency commissioned for this 
study. A Nokia Steering Group will also be set up by myself to oversee the project. 
David Stoneham (CSR), Outi Mikkonen (env comms), Lynn Rutter (HR) and Kimmo 
Lipponen (Citizenship) support the study and have agreed to sit on the Steering Group.
Resources
Quotes received for option illustrated below (exc VAT): RDSi £86,300, Mori £64,000  
(w/o travel), Diagnostics £57,000. Based on information I would select RDSi Research 
Agency.
No. of groups USA China Finland Brazil Total
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Employees 2 2 2 6
End
Consumers
2 2 2 6
I 12
Additional resources for my travel budget to countries to brief facilitators with Research 
Agency, view focus groups and debrief facilitator.
Timescale
4 months to complete
Other pts to mention
- Focus groups offer depth rather than breadth
- These are the figures that have been quoted are you going to go ahead in 
principle? If too much -  how much?
- There are more expensive and cheaper options -  can do more stakeholder groups
or can do 3 or 1 focus group per stkhd per country
- Haven't yet met all the agencies people
What happened to the UK employees Focus Group Study?
- Currently investigating opportunities for more env communications in the UK
- Formed 'Environmental Working Group' (Facilities, Env & other) aiming to
implement site improvements across UK with Security, NBI, comms
What else has been done?
Makeaconnection -  interviews & volunteerism/citizenship programme
- Listening to you survey
Focus Groups Middle Management & Team leaders, status: standstill?
Are there other alternatives?
Employee & Consumer Survey -  what do you ask -  surveys can be based on the fg 
findings
Employee & Consumer Interviews -  less people, groups work well (UK study) env & 
social issues
Buy the information from external consultants -  miss out on the process of Dialogue
Why 2 groups per group per market instead of 1?
- Never going to be representative so is 2 that much better than 1?
- When you have two groups you have a comparison -  1 grp could be very strange
and you wouldn't pick this up if you just had 1- with 2 you have the cf and therefore 
can have more confidence in the findings. All agencies suggested this. Makes 
sense if you are there.
Other documents attch
- Breakdown of costs for Diagnostics, Mori, RDSi
- Decision Matrix for selecting agency
- Choice of stakeholder groups & countries
- Timeschedule
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A P PE N D IX  6.5: R esearch B rief for R esearch A gency
Tender for Conducting Focus Groups as part of Stakeholder 
Consultation Project -SOCIAL RESEARCH BRIEF 
(CONFIDENTIAL)
Introduction
Nokia is a leading communications company that develops, promotes and provides 
advanced technologies, products and services in accordance with recognised principles 
of sustainable development. This means continuing to make technological and 
economic advancements whilst meeting commitments to both social and environmental 
goals. In order to continue making environmental improvements and to operate in a 
socially responsible manner, Nokia believes it is important to consider the growing 
concerns and expectations of stakeholders. Nokia's stakeholders are those who can 
affect or who can be affected by the organisation's operation (e.g. employees, 
customers, suppliers, shareholders, non-governmental organisations, governments, 
authorities and citizens of communities and societies in which the company operates). 
Currently Nokia encourages dialogue and co-operates with these stakeholder groups 
through a range of different forums.
To investigate and gain a deeper understanding of stakeholder perspectives towards 
environmental issues, a Stakeholder Consultation project was established. The first 
stage of this project, which has been completed, focussed upon the environmental 
opinions of Nokia employees in the UK and provided a detailed analysis of what issues 
employees see as environmental problems and the reasons why. As part of the second 
stage of this project, Nokia would now like to expand the study to include other 
stakeholder groups and to ascertain their perspectives towards both environmental and 
social issues. Different stakeholders groups have different values, concerns and 
priorities towards environmental and social issues. It is also expected that the concerns 
and understanding of these issues could vary between different locations.
This research brief outlines the research objectives and stakeholder groups for this 
study. It is foreseen that that there will be a close working relationship with the agency 
we commission for the duration of this project. A steering group will be set up within 
Nokia to oversee the project. W e shall a/so require the agency we commission for 
this work to sign a non-disclosure agreement.
For more general information about Corporate Responsibility, Environmental & Social 
performance at Nokia, visit website www.nokia.com/aboutnokia
Research Objectives
The overall aim of the study is to provide a more detailed analysis of the environmental 
& social concerns of Nokia stakeholders and to identify any environmental or social 
issues that need to be addressed.
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In order to achieve this, the study will address the following questions:
•  Are stakeholders concerned about environmental and social issues and for what 
reasons?
• What environmental/social issues do stakeholders associate with Nokia and for 
what reasons?
• Which environmental issues are stakeholders concerned about, plus any 
environmental priorities and the reasons behind these?
• Which social issues are stakeholders concerned about, plus any social priorities 
and the reasons behind these?
• Do stakeholders believe that Nokia cares for the environment and for what 
reasons?
• Do stakeholders believe that Nokia is an ethical company and for what reasons?
• Which environmental & social issues do stakeholders feel Nokia could or should be
addressing and for what reasons?
Methodology
A qualitative approach using focus groups is proposed, as an in-depth understanding is
needed. The views and understanding of these issues could differ significantly between
countries.
• Nokia End Consumer (people who use Nokia products or services)
2 group in US, 2 group in China, 2 group in Brazil
• Nokia Employees (people working for Nokia)
2 group in Finland, 2 group in US, 2 group in China
Table Summary
No. of groups USA China Finland Brazil Total
Employees 2 2 2 6
End 2 2 2 6
Consumers
----------- * 12
Topic Guide to be proposed by Agency and developed through consultation with A. S 
Oxley Green. The topic guide will have to be adapted to the stakeholder group -  this 
will be discussed upon commissioning.
The focus group sessions should last between 1 . 5 - 2  hrs long and should be 
conducted in native languages.
Sampling & contact details for recruitment employees groups will be provided by Nokia, 
but not for End Consumers. Participant recruitment to be potentially carried out by 
agency.
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Reporting
The following will be required:
• 1 full transcript of each focus group where session is conducted in English. Where 
sessions are not conducted in English - 2 full transcripts of each focus group 
session will be required (1 native language and 1 English), written up on Microsoft 
Word (Office 97 version). Transcripts should distinguish between speakers.
•  Audible copy of cassette recordings from each focus group session
• Report of each Focus Group including key & common issues and observations.
•  A full presentation will be required of findings, with reporting done in Microsoft 
PowerPoint (Office 97 version) with presentation notes
Costs and Proposal
Please include details of the team who will be working on the project and all relevant 
experience. Please provide full cost broken down into the following:
Project management
Recruitment (if list recruitment is diff pis quote cost)
Field work (include viewing facilities)
Transcription
Translation
Analysis/Reporting (pis. quote for full and summary report)
Travel (please note Nokia economy travel policy)
Also please provide quotes for additional focus groups in same countries
Proposed Timings
Agency Proposal
Commission
Meetings:
Introductory meeting
(Discuss Recruitment & Topic Guide)
Qual Fieldwork in US Review meeting 
Qual Fieldwork in other countries ?
Present findings
Please return proposals by April 22nd to Abigail Oxley Green preferably by email and 
please include client list and references.
Contact Details
Email: Abiqail.Oxlev-Green@nokia.com 
Tel.: +44 (0) 1252 867448
Abigail Oxley Green 
Environmental Research Engineer 
Nokia UK Ltd.
Summit Avenue,
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A P PE N D IX  6.6: E xam ple o f  Full Topic G uide
RESEARCH QUES FOR DISCUSSION GUIDE -  FINNISH EMPLOYEES 
WELCOME & INTRODUCTION TO RESEARCH (do not rush, speak clear and 
slowly)
Welcome everyone & thank for coming, introduce myself, 1.5 hr sessions and actually 
going to run through so, pis help yourself to drink and refreshments, which are on the 
side and facilities at any time.
Explain tape recording -  I can listen, better record of what is said, tapes will be for no 
one else but myself. Pis speak freely -  your names will remain anonymous
The aim of this session is find out about your views and perspectives towards 
Nokia's environmental & social responsibility issues. W e are here to 'Discuss' and 
'find out about' write up on piece of paper.
This study is being carried out worldwide within Nokia involving Employees & 
Consumers in Finland, US, China and Brazil. The pilot was carried out in UK last yr. In 
Finland carrying out Snr management, middle management and a Non-management 
discussion groups. The reason for the study is that to help direct Nokia activities we 
need a better understanding of your views and concerns. Make sure we are 
looking at real issues and also from a risk and reputation management 
perspective.
Discussion groups as a technique are quite different to other survey techniques such as 
questionnaires or the type of interview/questions that people stop you in the street to try 
to get you to answer -  quite structured techniques. Focus groups are used to try to 
learn more about views and opinions, flexible.
A little bit more ...not a test, no right or wrong answers, we all have different views and 
that's fine. Pis share your pt of view even if it differs from what others have said, I am 
just as interested in negative comments as in positive comments- sometimes negative 
are more useful. I want you to give me honest responses, you won't offend anyone, 
information will not be used against you, your names will remain anonymous in any use 
of this material, so pis speak freely.
Session is scheduled for 1.5 hrs. Are there any questions before we start?
GROUND RULES
Before start -  ground rules:
- Respect for what everyone has to say,
- All contributions are valuable,
For best outcome all need to contribute,
- Pis turn off mobiles,
- Confidentiality within the group
- Any from group?
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Any disagreements?
Abi Oxley Green
GENERAL QUES
Use visual aids
•  Looking at the picture postcards -  can anyone start by suggesting what are 
some of the big or important environmental and social issues facing us
today? Loca%f/oba/ /ssues; D/v/de befween deve/oped & deve/op/ng, poverty, 
popu/afror? rncrease, educatron, g/oba/ warm/ag, po//uboa, dep/eb'oa ofaatura/
resources, loss of biodiversity, urbanisation... for what reasons?
• Is there a product that you have not or would not buy from because of 
environmental and social factors? How do environmental & social factors impact 
on your views towards companies? In what way? For what reasons?
• To what extent do you think companies should be open and accountable for 
environmental & social issues/information What about other bodies -  
government, NGO's?
SPECIFIC TO NOKIA
• Do you believe Nokia cares for the environment and its impact on Society?
Try to find out why/for what reasons is it important for Nokia to care? What could 
Nokia do?
• Do you see/think environmental & social issues are an important business 
issue to Nokia? and for what reasons?
• Do you think that Nokia as a company may have some impact on the 
environment and on society?
•  If yes, what do you think may be Nokia's social & environmental issues? When 
you think about or someone mentions Nokia 'environmental/social issues' what 
comes to mind? (Recycling of phones, landfill, natural resources, health issues, 
health & safety, flexitime, corporate community invovlment etc). Are they important? 
Do you think we/Nokia should be concerned about these issues?
• What do you think should be Nokia's key/priority issues?
• Want to discuss some of Nokia's key issues: 3 env and 3 social, employee pto
EMS/ prodn/site issues Employee relations/Employees & work
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•  Do you think there are any 
environmental impacts from 
Nokia's buildings/sites? (energy, 
waste, utilities, traffic)
• How important do you think it is 
that we address these issues? 
(responsibility)
•  How well is Nokia doing in this at 
the moment?
• What does employee wellbeing mean to 
you? (Flexitime, gym, sauna, values, no 
discrimination, benefits)
• How important do you think employee 
wellbeing should be to Nokia?
• How do you think Nokia is performing in 
this? Is it succeeding in supporting your 
wellbeing?
• What are the biggest frustrations with 
Nokia as an employer?
• What expectations do you have from 
the company in terms of employee 
wellbeing?
• How accountable should managers be 
when it comes to employee wellbeing & 
retention at Nokia?
Supplier network management
issues
• Do you think that our suppliers 
have environmental impacts or 
ethical/social impacts?
• Do you think that Nokia should be 
responsible for these impacts? 
How important is it for Nokia to be 
responsible?
• How well do you think Nokia is 
doing in this at the moment?
Diversity & Discrimination
•  Do you think that a diverse (age, 
culture, gender, disabilities, social class) 
workforce is important for business 
success
• Do you think as a company we are 
diverse enough?
Product stewardship
• Do you see any environmental 
issues associ our products 
(product design, recycling, 
health)
•  Do you think it is important for 
Nokia to be responsible for the 
environmental impacts of its 
products?
• How do you think Nokia is doing in 
this?
• How would you like to receive 
information on these 
environmental issues (mobile 
communications & health, 
recycling etc)?
• Do you feel there is a real health 
issue?
Corporate community involvment
•  Are you aware of Nokia's community 
activities -  what do you know about 
these issues?
• What type of role do you think Nokia 
should play in the communities -  do you 
think it is important?
• Do you think Nokia has a good track 
record in Nokia's performance?
• What do you think is most important for 
Nokia -  Global issues (digital divide), 
national issues (promoting a cause in 
the whole country), local issues 
(employee volunteerism, donate to local 
charities)? For what reasons.
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WORK, ENVIRONMENT & SOCIETY
To what extent do employees see environmental & soc resp issues associated with
their work?
• Have you thought about environmental and social factors in relation to the 
work that you do? Do you think that there are any environmental/social 
issues associated with what you do?
•  If yes - What do you think are the environmental & social issues associated 
with your work, dept? Does the group agree? Do you think they are important?
• Do you try to make environmental/societal improvements at/through work?
For what reasons? If yes - can you give an example
• Are contributions to these within your performance assessment -  do you think 
they should be?
AND FINALLY,
• Are there any other environmental or social/responsibility issues you feel 
Nokia could/should be addressing? Summarise those most important issues 
raised, is anything new raised by the group?
ANY FROM GROUP? Is there anything that you want to raise or comment upon 
that hasn't come up?
THANKS & CLOSE
Next step
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Appendix -  Chapter 7
APPENDIX 7.1 Summary of Discussions
a) Summary of Focus Group Discussions at Southwood, UK
Participants showed good awareness of general environmental issues, talking readily 
about local issues such as: home recycling; car emission taxes; poor public transport; 
floods; air pollution; intensive farming; local school initiatives and global issues such as: 
climate change; deforestation; dangers of nuclear weapons and inequalities between 
developing and developed countries. Recent events and media items such as the Foot 
and Mouth epidemic, US withdrawal from the Kyoto Protocol, and a documentary on 
the melting of the ice caps were also brought up in the discussions. People talked about 
the impact that the environment can have upon health. Many participants stated that it is 
important to look after the environment. Some participants referred to the unknown 
long-term effects and “for the children growing up” as the reason, others referred to 
their personal experiences of environmental pollution, such as the “yellow haze across 
the sky” when driving on the M25.
Participants associated a wide number of environmental issues with Nokia (see table 1). 
The single issue most frequently discussed was the recycling of mobile phones. Many 
people believed that Nokia has the responsibility for collecting its mobile phones from 
the market and recycling them once they have reached their end-of-life. Participants 
with a technical/engineering role often focused on product design related issues such as 
“going lead-free” and material restrictions, suggesting that “...environmental aspects 
(like quality) should be built in to the product design”. Participants from the Nokia 
Design and Market Research group adopted a much broader understanding of the term 
“environment” and highlighted the social effects associated with “mobile phone 
etiquette”, the health issues associated with mobile communications; one man proposed 
that designing phones which last longer and providing software upgrades would be one 
way to deal with the waste issue. Sourcing representatives acknowledged that the impact 
of Nokia’s value chain extends “right across the world'.
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Little was known of specific environmental initiatives ongoing within the company, 
except for a couple of participants who had specific environmental responsibilities as 
part of their work. When asked whether participants thought their jobs had an impact on 
the environment, the most popular response was to refer to the impacts associated with 
day-to-day issues (such as using office paper and leaving PC’s and monitors running 
overnight). It became clear that some people did not associate any environmental impact 
with their work, unless they were responsible for actually delivering a physical product. 
For instance one man said: “/  think we might have an impact, unfortunately our end 
product is a service manual, although the one thing we have done is everything is 
online”. Another identified the large volumes of waste created from taking prototype 
test samples.
When discussing the opportunities and possibility for the Nokia to make improvements 
in the environmental arena beyond their current practise, participants from the 
management and engineering groups agreed that environmentally preferable options 
often involved working with new technologies that presented potential risks to product 
reliability and that using new or different materials or processes required capital outlay. 
As such, participants agreed that environmental issues would become an important 
business issue to Nokia if they brought about business benefit; if...”we got a direct 
correlation between likelihood to buy the brand, then it would be important”. One group 
suggested Nokia should develop a mobile phone where environmental considerations 
are made the first priority, to demonstrate overall advantages and disadvantages. 
Participants were cautious however of making environmental performance a special 
feature as opposed to a standard requirement for all; “I  think we also have to be careful 
about making it fashionable... because fashions come and go and environmental things 
should be here to stay as it were ” (Engineer).
Participants widely agreed that top management commitment is critical to enable 
environmental improvements to be made through making resources available and 
commitment from middle management is critical to actually achieve significant
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environmental improvements and to support their subordinates in such activities. 
Product marketing was also seen as an influential group for driving environmental 
considerations into product development.
Participants saw Nokia’s current commitment to environmental issues to be linked to its 
Finnish historical roots, the Nokia Values27 and increasing drivers from external 
stakeholders. Many interviewees, particularly those from the engineering groups, agreed 
that it is important for Nokia to care about the environment to .protect the brand and 
business”. A few participants said that it is important that Nokia as a multinational 
company sets a good example. It was also proposed by participants in the Sourcing and 
Facilities & HR groups that responsibility for environmental protection goes hand in 
hand with “.. .producingproducts at an enormous rate”.
There was a level of trust amongst the employees involved in this study that Nokia is 
taking care of its significant environmental impacts. Although environmental issues 
were not seen as a high priority in comparison to other factors such as cost and time to 
market, neither were they seen as embedded into every fibre of the organisation. For 
example, every focus group brought up the segmented waste bin as characteristic of 
Nokia’s environmental commitment. Located under every desk, employees are supposed 
to use each segment for different types of waste (e.g. organic waste, paper) The majority 
of participants said that they did not know what each segment was intended for, 
suggesting that these were the types of factors that needed to be in place and 
communicated for environmental issues to be seen as integrated into every way of 
working.
M: W/zezz we first moved into these buildings we were given bins with the three 
sections in them
F  : But nobody told you what to do 
M: What do they do?
(AMS & Sourcing group, UK)
27 See Chapter 2, Table 2.1 for more information on Nokia values.
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According to participants within the HR & Facilities group, raising awareness of the 
company’s environmental activities would "... give employees more o f  a feel good 
factor”. One participant from the management group proposed that for "... environment 
issues to be taken, I  am not saying more seriously but implemented in greater numbers, 
then lots o f us need to be thinking about it more”. Interviewees were more cautious 
about raising awareness of Nokia’s environmental activities externally. Some felt that it 
could bring the company benefits, giving “ws a better name in the community”; others 
agreed that it might draw in unfair criticism from external parties focusing on the 
negative rather the positive aspects.
Table 1. Environmental issues associated with Nokia
Product
• Battery disposal, Product recycling (large manufacturing 
volumes, short life-cycle), prototype recycling, mobile phone 
refurbishment, recycling plastics, product take-back and 
incentive schemes, lead-free soldering & technology, 
legislation, paints & solvent, material choices, hazardous 
substance list, waste from sales and component packaging, 
battery efficiency, disassembly.
• Health effects associated with mobile communications (phones, 
masts, base stations)
Site impacts 
from
Manufacturing 
activities and 
office use
• Energy consumption, waste production & disposal, emissions, 
Health & Safety, pollution, use of toxic substances, ISO14001, 
varying conditions in different countries.
• Construction of new buildings, waste sorting, recycling paper, 
PC monitors, coffee cups, emissions & noise from employee 
cars, employee travel, home-working, substituting travel with 
use of net-meeting
Supply Chain • Depleting raw materials, Nokia environmental supplier 
requirements, logistics, trade customer partnerships
• Nokia brand image, environmental stakeholders, competitor
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Company
advantage
• Company responsibility, Nokia Culture & Values
• Internal and external communications, environmental training
• Social responsibility, etiquette (using mobile phones 
appropriately), ethical reporting, theft of mobile phones
(N.B. Comments from the Environment Group have been omitted from the table as the 
participants in this group are considered to have much more environmental expertise 
that the other groups.)
b) Summary of Focus Group Discussions at Espoo, Finland
Participants had a good awareness of both environmental and social issues and discussed 
a range of topics such as oil spills and oil vessel traffic in the Baltic Sea, risks from 
nuclear power, fur farming, welfare differences, child labour, university cooperation, 
youth education and responsibility within communities (e.g. supporting local shops and 
trade). Although wider global issues were brought into conversation, participants 
admitted that local issues were much more concrete and followed more closely (“more 
attentive following is limited to the issues, which are close to oneself...”). Some people 
reflected upon their interaction with nature from a young age (e.g. “ ...[I] swam in 
Kymijoki28 all my life”) and how this made them aware of environmental changes that 
have occurred since. The complexities of environmental and social issues were also 
highlighted, particularly regarding cultural differences and how situations and 
conclusions drawn up in countries like Finland might be totally different than those in 
developing countries.
28 Kymijoki is Finland’s fourth largest river, that has in the past been heavily polluted by effluents from 
pulp mill and chemical industry (see
http://www.ktl.fi/portal/english/osiot/research. people pro grams/environmental health/research/chemi
cals/research proiects/river kymijoki/)
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When discussing the roles of different stakeholder groups, it was agreed that 
governments and legislation have the most influence in driving environmental 
improvements in industry, as ultimately “they set the rules”. Participants in one of senior 
management groups said that non-governmental organisations (such as Greenpeace) had 
changed from being responsible for negative scandals and “raising the flag” on 
companies to organisations that were able to bring about positive improvements. Using 
examples of companies such as Nike, Hennes and Mauritz (H&M), IKEA (who have all 
been associated with using child labour in their supply chains) and Shell (for association 
with human rights violations in Nigeria), it was strongly agreed amongst the participants 
that it is important for companies to act in an ethical manner, take responsibility for the 
impacts associated with their products and operations and to communicate their 
activities openly, particularly as expectations regarding corporate transparency rise. 
According to some participants, in addition to being accountable for addressing their 
impacts, leading companies also had the opportunity to go beyond and set a good 
example.
Regarding their roles as consumers, some employee participants said that they preferred 
products with a long service life, while some avoided products tested on animals and 
had boycotted buying particular brands following information they received through the 
media. It was suggested that there was a "feel good factor" associated with purposefully 
buying products/services for environmentally and ethical reasons, but some interviewees 
also expressed scepticism towards the trustworthiness of environmental type labelling 
(e.g. one senior manager said "... it's difficult to find relevant information, and the 
question is, if  we find the information and certificates, can we rely on the 
information?").
Throughout the discussions participants noted many environmental and social impacts 
associated with Nokia activities. While discussions regarding environmental 
responsibility were regarded as well established within the company, participants
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recognised social responsibility and corporate social responsibility as relatively new 
terms, but rising in importance {"Environmental issues are discussed a lot, but on the 
other hand, these corporate social responsibility issues are still dormant, and I  think 
that they will become more important. One should be alert already. I  think that these 
issues are rising more than mow "(Middle Management Group, Finland). All groups 
identified the waste associated with selling millions of phones per year as one of the 
priority issues for Nokia and talked about the importance of providing and supporting 
take-back schemes. Recycling and take-back services were seen as providing financial 
benefits to the company and a good conscience to consumers buying new mobile 
phones. The health issues associated with mobile phones were also seen as a real 
concern for Nokia and the mobile communications industry as a whole. Some 
participants felt that Nokia has been quite proactive in this area and most trusted that 
research was ongoing, yet were not sure of the details. Again, openness and honesty 
were thought to be crucial in managing such issues. Participants from the lower and 
middle management group took a particular interest in potential risks throughout the 
supply chain; Nokia was believed to be in a good position to drive environmental 
improvements with its first tier suppliers but beyond this it became difficult (one 
participant said “the questions are made on the top level and then in principle you just 
have to trust that these suppliers are reliable also when concerning their suppliers. You 
can’t really go very [far] down in the chain”). Opportunities for improvement were 
identified in standardising accessories such as chargers, desk stands, batteries etc. There 
was strong agreement that Nokia has responsibility to address the environmental 
impacts associated with its own sites: many waste facilities were seen as visible on site, 
but people suggested that it would be good to re-communicate the various facilities 
available, particularly on how to sort waste into the three segments of their desk bins. It 
was suggested that people would be even more motivated to separate their waste if  they 
knew what happened to it once the cleaning services took it away.
From the social perspective, employee well-being was discussed at length by all groups: 
senior managers discussed the importance of being a company that people will choose to
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work for and supporting the well-being of their subordinates; middle to lower 
management discussed their own personal experiences. Nokia was thought to be doing a 
good job in supporting employee well-being in comparison to other companies and 
participants saw that it as their own responsibility to achieve work life balance, but 
concerns were expressed regarding the effects of organisational restructuring on 
employees, the (wrong) use of flexi-space and the inconsistent implementation of 
company values. Employee diversity was widely agreed as important for introducing 
different perspectives and creativity into the company; “although you try to think openly 
and look at things from several points of view, people with different backgrounds bring 
views which [you] have not even dreamt about”, but difficult to achieve as the 
possibility for foreign secondments and job rotation decreases. Wider environmental and 
social impacts such as noise pollution, the use of products within unethical activities 
(e.g. in some markets, camera phones have been seen as an infringement of people’s 
privacy) were discussed. In addition people talked about the potential for 
telecommunications to bring benefits through reducing need for travel and making 
communication more efficient.
When talking about opportunities for further improvements, participants from the 
middle management group proposed making mobile phones more durable and selling 
“functionality” or “software” as opposed to new products. Nokia’s high-end mobile 
phone (sold under the brand “Vertu”) was used as an example of a product marketed and 
sold more as a piece of jewellery or watch (i.e. with a long life-cycle) which is kept up- 
to-date from a technology perspective with necessary upgrades. This group also 
suggested that industry standardised accessories (e.g. chargers, headsets, batteries) 
presented an opportunity to minimise unnecessary waste, but thought these were 
unlikely to be introduced. Flexible work solutions (e.g. home-working) were suggested 
as a further way to reduce site environmental impacts. Participants also suggested 
focusing community involvement programs towards helping old people to use mobile 
phones, contributing to communication infrastructure in developing countries and 
providing employees with sabbaticals to work on such development projects.
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Participants from the non-management team suggested improvements were needed 
within office suppliers and travel services.
There was a trust amongst employees that Nokia has many activities ongoing to drive 
improvements in environmental performance, employee well-being and local 
communities, and on the whole, interviewees were aware of many of these activities but 
did not know the extent of the company’s activities (“Environmentally yes we are doing 
things but [I] can’t say how much better than the Radiolinja29 next door neighbour” said 
one senior manager). As a result, communication was highlighted as an area with 
potential opportunity. Expressing caution about information overload participants 
suggested using other modes of communication and awareness building such as access 
to external sources (seen as neutral), e-leaming tools, Multi Media Services (MMS) and 
“hands on” volunteering.
It was evident that establishing a direct link between people’s own work and an 
environmental impact is key to promoting employee responsibility towards the 
environmental performance of the company. When asked whether participants thought 
their jobs had an impact on the environment, people talked about the day-to-day 
activities such as recycling office waste, travel and turning off lights at the end of the 
day. Some said they would welcome more “concrete instructions” on what they could do 
within their work. Participants in one of the senior management groups proposed that 
incorporating environmental volunteering with teambuilding would be effective in 
making environmental issues something “that people feel and live” and that individual 
efforts can have a visible impact upon. Except for the day-to-day issues however, 
enabling and driving environmental improvements was primarily seen as an expert 
issue.
29 Radiolinja is one of Finland’s main network operators companies
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Being a responsible member of society was seen as part of the Nokia value Respect. But 
one of the main reasons given as to why a company like Nokia should drive 
performance in the environmental and social responsibility arena (i.e. beyond legal 
requirements and benchmark level set by industry as a whole), was to protect and 
support the company brand. Participants agreed strongly that brand is very important to 
Nokia as it is a consumer business. For this reason, any factors that could impact the 
company’s image and brand were important business issues for the company. However 
some expressed concern about the image associated with “green” products (“People 
don’t want their expensive 600 euros product to be disposable and easy to recycle, 
recyclable” said one senior manager), thus arguing that environmental issues should be a 
basic requirement for the company and its products, rather than a marketing feature. A 
consistent approach towards the integration of environmental targets throughout the 
company was highlighted as key to demonstrating that the company really cared for the 
environment. “Caring” was interpreted as going beyond what is legally required.
c) Summary of Focus Group Discussions at Dallas and Mountain View, US
Discussions regarding current environmental and societal challenges differed slightly 
from those in Finland and UK, as conversation in the Dallas groups focused 
predominantly on social and community issues. Middle management participants 
discussed recent events such as the collapse of Worldcom and Enron. The terrorist acts 
of September 11th were highlighted in all except the senior management group and non­
management participants spoke about the decline and importance of morals, respect and 
family. Participants talked about corporate initiatives and also charity work that they had 
been involved in. Other topics mentioned included global warming, oil spills, nuclear 
waste, recycling and landfill sites, world hunger and poverty, dependency upon 
technology, consumerism, air pollution in Texas, crime, drugs and violence. A few 
people said that they had considered environmental and/or ethical factors in their 
purchasing decisions and liked to support domestic trade; however most did not feel 
qualified to judge based on lack of awareness of the companies’ performance on these
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issues. People were also sceptical as to whether the environmental and ethical 
information provided about products and companies could be trusted.
Participants agreed that companies have a responsibility towards the environment and 
society. Those in the middle management group felt that companies have a 
responsibility because of their political influence; "They do have, companies in 
themselves, we talk about people have responsibility, companies definitely have 
responsibility, because no matter which way we look at it, politically they have a very 
big influence ” (Middle Management Group, Dallas). Companies like American Airlines 
were commended for their work in setting up a recycling site in Dallas and Wal-Mart for 
providing jobs to senior citizens. Verizon (a USA network operator) and Nortel (a USA 
network communications company) were also mentioned for their work in supporting 
environmental and community initiatives. From an environmental perspective, it was 
believed that impacts could be quite clearly linked to company activities. Furthermore, 
people saw a responsibility to give back to the community in which the company 
operates. Accountable behaviour was thought to be particularly important when the 
company is a market leader, due to potential brand risks; Nike and Exxon were both 
used as examples of environmental and social offenders whose reputations have suffered 
as a result. Some people were uncomfortable however for a company to declare itself as 
environmentally or socially responsible if  the drivers for its commitments were based on 
legislation or Public Relations (PR). This perspective was counterbalanced, however, by 
the argument that the motivation for the effort was less important than the impact of the 
effort, so if good was done, even for the wrong reason, it was still good.
Many different schemes were highlighted when discussing Nokia’s efforts towards 
corporate social responsibility. For example, people talked about community 
involvement initiatives and volunteering opportunities (e.g. Helping Hands, Habitat for 
Humanity, United Way and sponsored golf tournaments) and internal benefits (such as 
legal aid and counselling) that are made available. It was agreed that Nokia was very 
different to work for than typical US companies, which were characterised as more 
structured and hierarchical. The freedom and flexibility allowed to employees was
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identified as a positive attribute. It was generally believed that as a company Nokia was 
doing well with respect to social responsibility and employee well-being, and was 
considered a good company to work for. For instance one participant said: “Nokia does 
treat employees well in benefits etc in comparison to other companies”. Having said 
this, participants (particularly from middle management groups) felt that it was 
sometimes difficult to achieve work-life balance due to the unstructured work 
environment and that team spirit had weakened with the tightening business climate. 
Participants appreciated employee diversity, as a source of richness and creativity within 
the company; however the top management was recognised as not as diverse as the rest 
of the workforce. Supplier diversity was also highlighted as a recent initiative that had 
been started within the company in response to customer requirements.
Some of the participants in the non-management and senior management groups were 
familiar with Nokia’s environmental programs, but awareness amongst middle 
management was much lower. Even when people did not have any knowledge of 
Nokia’s specific environmental initiatives, it was felt that Nokia is at a minimum 
performing on a par with its competitors. Dealing with the waste generated from 
manufacturing and selling millions of phones and batteries was highlighted as an 
environmental priority issue for the company. It was strongly agreed that takeback and 
recycling schemes would be welcomed, though people were unsure of the financial 
implications of setting them up. Opportunities were identified in benchmarking 
environmental activities between Nokia production sites and people noted the measures 
that had been implemented into office sites to minimise utility consumption (e.g. motion 
sensors for lights and faucets, remote-working). Respondents thought that it would be 
good to remind employees of the on-site facilities available.
The safety hazard of using mobile phones whilst driving was mentioned within every 
discussion group (at the time of data collection this was the focus of much media 
attention). Many people thought this presented an opportunity for Nokia to encourage 
responsible consumer behaviour through promoting their hands-free accessories and
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bluetooth technology. The health issues associated with cell phones were brought up in 
all groups, but in a rather tentative manner.
The concept of social responsibility was seen as being synonymous with the Nokia 
value o îRespect. For this reason people found it easy to relate to and take accountability 
for social responsibility within their daily lives, both at home and at work. 
Environmentally, except for those people who have environmental issues as a specific 
part of their work, most focussed on practical day-to-day issues. In some cases, people 
said that they had just not thought about the wider impacts. Those people who had 
searched for more information about the environmental initiatives of the company and 
what actions they could take, said that it was not easy to come by. One participant from 
the middle management group said she found the issues overwhelming and therefore 
questioned what impact she could have through individual efforts; “People know about 
it but don't know what to do. It is so much bigger than me and my house — get 
overwhelmed”.
Many said that it is good to know that their company is doing good things, to help 
employee motivation and morale, but respondents generally believed that any increase 
in communication should be focussed internally rather than externally. Internal 
communication was interpreted as being in line with the “humble Finnish way” and not 
detracting from the good of the deed. Those who did think that Nokia could benefit from 
increasing communication externally said that it must be done carefully and in good 
taste. One senior manager said: “Externally it does affect the brand, need to do it in a 
humble way”. It was also suggested that there is an obvious match between the 
company’s community involvement programs and education in schools (particularly 
science and maths). However, it was not clear how far participants thought Nokia should 
go in terms of strongly driving environmental and social issues. There was a sense that 
during times of restraint, supporting these activities financially should not come before 
protecting jobs and/or the company.
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Many of the views expressed in the Dallas focus groups were echoed in the group in 
Mountain View. The general issues for concern were similar, with greater emphasis in 
Mountain View being placed upon landfill sites, one of which was said to be located in 
close proximity; some participants felt quite strongly that employees could be better 
informed about the situation. There were some differences however between the two 
locations, the most predominant of which was that environmental issues featured much 
more frequently in the discussions in California, whereas in Dallas social and 
community issues were dominant. Due to their involvement in product testing and 
development, participants at Mountain View were aware of efforts to remove certain 
substances from Nokia products (e.g. lead). The responsibility for products (not just 
mobile phones but all Nokia products) and batteries at end-of-life was discussed at great 
length and responsibility was seen to fit squarely upon Nokia shoulders, as the producer 
and a company with an important brand. The responsibility was also seen to expand 
down the supply chain and participants highlighted potential risks associated with 
manufacturing in low cost countries. There was a strong desire for more information 
about the Nokia approach to addressing environmental issues, with emphasis placed on 
the question of whether the company is really “walking the ta lk \
While participants in this group showed more awareness of product and site 
environmental issues than the groups in Dallas, they were less familiar with the 
company’s community involvement programs. The health issues associated with mobile 
phones were highlighted, as were Nokia efforts towards ensuring employee well-being. 
People appreciated flexible working hours and the ability to telecommute. When 
discussing how proactive Nokia should be in promoting environmental and social 
responsibility beyond the legal requirements, participants saw a direct link between our 
activities and environment degradation; “because we contribute to the problem” one 
man said. From a social perspective, however, people were a little unsure. Although it 
was acknowledged that companies must take responsibility in those communities in 
which they operate, it was also thought that it is not a company’s job or right, to 
“police” human rights around the world.
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d) Summary of Focus Group Discussions at Beijing, China
The key environmental and social concerns raised by Chinese participants focussed 
upon issues that directly impacted their daily lives. Air and river pollution, 
environmental protection and education were highlighted as important issues for 
building a better future for China. There was a feeling that general environmental and 
social standards have been steadily improving within Beijing (“/  remember in that time 
when a Chinese mother told her child to drop the ice-cream paper on the floor, they are 
not [doing that] anymore”), particularly after the city’s win to host the 2008 Olympic 
games (“/« 2008 there will be no polluted rivers and more grass” said one participant). 
Some participants had made individual commitments though Finnish employees from 
the management group highlighted that the infrastructure (e.g. for recycling) in Beijing 
was very different to that in Finland. On the whole indirect employees showed more 
awareness and commitment towards general environmental and social issues than the 
direct workers.
When discussing corporate commitments towards protecting the environment and local 
community it was strongly agreed that the government is responsible for setting the 
regulations, and that companies, like any citizen, are responsible for complying with the 
legislation; “Basically we should follow the government’s stand”. Participants agreed 
that actions that take a company’s performance beyond what is required by the 
legislation is likely to be based on commercial gains, but could at the same time bring 
benefit to society. In fact, it was highlighted that commitments taken by joint venture 
companies demonstrate their desire to integrate into the local culture and give back to 
the community in which they operate. For instance one production worker said: “It is a 
Joint Venture company, but still actively participates in the activity o f environmental 
protection o f Beijing. He [ the company] develops his business in Beijing and also cares 
much on the city where he is located and tries to make himself totally involved in the city 
too”. Having said this, in the direct group the participants’ awareness of corporate 
initiatives was low. In the management group, companies were judged according to their 
cultural roots and also what they produced. For example people were uncertain as to 
whether Volks Wagen could be called a good corporate citizen; on the one hand its
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European roots ensured a high level of environmental and social performance, but on the 
other, the company manufactures cars, which pollute the environment.
Participants saw environmental issues as an integral part to the way of working within 
BNMT. Environmental issues were seen as a significant part of the brand and culture of 
Nokia and as being constantly reinforced and updated through training and ways of 
working. Interviewees said Nokia is leading the way in some areas of environmental 
protection but that many of the efforts had not been publicised. It was thought that 
communicating environmentally related achievements both internally and externally 
would help build the brand and reputation. In comparison to environmental issues, social 
responsibility was regarded as a much newer concept and was associated with 
community involvement projects rather than employee-well-being.
The environmental impacts associated with site’s activities and BNMT’s commitments 
to improve environmental performance were discussed in an animated fashion. The 
production workers, in particular, focussed mainly upon site related issues during their 
discussion. People highlighted the official procedure of the Environmental Management 
System and associated energy saving, training and waste reduction measures, and also 
the smaller scale commitments such as battery recycling, double sided printing, and 
using mugs and cutlery (which can be washed and reused) as opposed to paper cups and 
wooden chopsticks (which are thrown out after one use). Some of the direct employees 
had taken an active role in suggesting ways to make further improvements and were 
proud to see their suggestions come into effect. There was a belief amongst employees 
that Nokia was leading the way in this area. Integrating environmental considerations 
into supplier management and product development was fully endorsed by the 
management group and seen as consistent with Nokia’s commitment to environmental 
responsibility, a safeguard for the company’s reputation and to encourage good 
behaviour in related markets; “Nokia is responsible from end to end fo r  all o f its 
products and that is a strong statement to make fo r  a company” said one manager.
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Both the management and staff regard Nokia as a good place to work and overall morale 
and commitment was said to be high. Participants from the management group 
discussed Nokia values in a conceptual manner, considering the way in which the values 
impact upon every aspect of management and work. Direct employees viewed Nokia 
values in more concrete terms that impacted upon their work on a day-to-day basis. 
Employee relations as a whole were particularly important for direct workers, for 
example benefits such as free lunches, transport to and from work, allowances for travel 
and birthday presents were well received and thought to be quite generous. Job rotation 
was regarded positively as a method to maintain interest and support career 
development. Employee satisfaction feedback systems (i.e. annual employee opinion 
survey and the employee to manager appraisal system called “Investing In People”) 
were seen as strong and as synonymous with the Nokia value “Respect”. For example 
one direct worker said: “There is easy communication between company and 
individuals”. The only area with scope for improvement was the quality of the food 
provided at dinner for the night workers. Diversity did not emerge spontaneously within 
either group. The high-tech industry was seen as attracting young people and as a result, 
direct employees are representative of this. Overall there was a sense that there is no 
need to change the current way of working.
Awareness and understanding of Nokia’s social commitments to the outside community 
was much lower in comparison to the environment. Participants from both groups 
recalled tree-planting events, Great Wall clean up and the provision of teaching support 
to remote areas and financial aid to flood victims. Managers also considered BNMT’s 
tax payment as a contribution to the local community. Some of the participants had 
heard about Nokia’s commitments to environmental protection and community 
involvement through external sources rather than internally through Nokia. With a sense 
that “stuff' is going on, participants from both groups said that they would like to get 
involved but did not know how. Participants from the management group also said that 
they would like to gain a better understanding of Nokia’s corporate commitment to 
environmental and social responsibility (i.e. the scope and ambition level) and identify 
what other activities should be undertaken at BNMT.
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Executive Summary
In 2001, the annual Employee Opinion Survey showed that in the UK 73% of Nokia 
employees 'agreed' or 'tended to agree' that they were working for an 
environmentally responsible company (Internal Employee Questionnaire, 2001). To 
date however, there has been no detailed investigation into employee perspectives 
towards environmental issues. To gain a better understanding of the views and 
concerns of Nokia employees, a study has been carried out within Nokia UK in 
2001. This study provides information about employee awareness and attitudes 
towards environmental issues. This type of information will play important role in 
helping to direct Nokia's future environmental activities to meet the growing 
demands of social expectations and as part of the company's commitment to 
Sustainable Development.
The study addresses the following questions:
• What environmental issues do employees associate with Nokia and 
what are their views on these issues?
• What environmental issues do employees associate with their own 
work within Nokia and what are their views on these issues?
• How do employees see environmental issues alongside other 
business issues?
• Who or what do employees feel motivates Nokia on environmental 
issues?
•  Do employees believe that Nokia cares for the environment and for 
what reasons?
• What issues do employees feel Nokia could or should be 
addressing?
Focus Groups were used as the main investigative tool and were conducted with 8 
different groups of Nokia employees in the UK. Each group involved participants 
ranging from 1-3 different departments and the study involved 35 people in total. 
Participants were selected from:
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Administration •
After Market Services (AMS), •  
Engineering lines (inc. • 
Software, Hardware etc) 
Environment •
Facilities •
Human Resources (HR)
Marketing Research (MR)
Nokia Design
Operations, Logistics & Sourcing (OLS). 
Senior UK management
Primary Findings
Focus group analysis highlights the following:
•  Many people conceptualise environmental issues as not just 'green' issues but 
also as social and health issues
• Employee awareness of environmental issues is fairly high, but awareness of 
Nokia environmental initiatives was quite poor
• Participants mainly identify day-to-day issues as the environmental impacts of 
their jobs (e.g. recycling paper). Very few people felt that they have 
environmental responsibility within their work.
• The recycling of mobile phones was seen as a major environmental concern for 
Nokia. Key concerns were the difficulty of recycling the large volumes of phones 
and the associated costs.
• Participants felt that it is important for Nokia to care about the environment to 
protect the brand and business, because it has a responsibility as a company 
and because environmental issues are seen to be in line with the Nokia Values
• Nokia's approach to environmental issues is illustrated to many employees 
through the evidence of local and site activities (e.g. waste collection)
•  Environmental issues are generally seen as incurring costs and for this reason, 
commitment to environmental activities within the company need to be driven by 
top management.
•  Participants feel that environmental issues will need to bring business benefits to 
the company if they are to be really driven over and above the mandatory level.
Some Key Messages
These findings indicate that:
318
Engineering Doctorate Abi Oxley Green
•  If Nokia wants to be recognised as a company which cares for the environment 
then the company must first concentrate on local site issues (e.g. facilities 
related issues). Progress in these areas forms the environmental 'face' of Nokia 
to employees.
• Communication to raise awareness of Nokia's environmental activities 
throughout the company needs to be improved.
•  It may help not to think of environmental issues as purely 'green issues', there is 
a need to consider a broader approach which includes both health and social 
issues.
•  Initiatives, which show employees the connection between their work and any 
subsequent impact on the environment, would encourage individual 
environmental responsibility.
•  Making management commitment towards environmental issues more visible to 
all levels within the organisation would encourage more employee 
environmental responsibility.
•  When talking about environmental issues to business managers it would help to 
highlight the evidence of environmental 'issues' in terms of business benefit.
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1. Background & Introduction
This section provides a brief background to the study, outlines the research 
objectives and scope. Section 2 describes the key themes and issues highlighted in 
the focus groups by the participants. Section 3 draws the main conclusions from the 
research by evaluating the nature of the views and concerns that employees have 
towards environmental issues in general and in association with Nokia and outlines 
the key messages and recommendations from the research. Profiles of the focus 
groups participants and summaries of the focus groups sessions can be found in 
Appendix D.
1.1 Background
Pressures on company decision making can be grouped according to their origins in 
society and for environmental issues this involves a number of different stakeholder 
groups. Stakeholders are "...those who can affect or who are affected by an 
organisation's operation". For Nokia these include many different groups, as 
illustrated in Figure 1 below.
Figure 1. Nokia Environmental (& Social) Stakeholders
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Each of these stakeholder groups interacts with Nokia in many different ways. For 
example possibly the most important pressures for Nokia on environmental issues
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originate from the legislators and governmental organisations and the regulations 
and policies they produce (e.g. forthcoming EL) Directives on Waste from Electrical 
and Electronic Equipment (WEEE) and Restriction of Hazardous Substances 
(RoHS)). However others pressures include the increasing requests from Trade 
customers for more environmental information, rising interest of Non Governmental 
Organisations (NGOs), competitor activities and also the desire to maintain good 
brand and company image in society, of which environmental performance is one 
element.
Figure 2 Faster response time1
Stakeholders change 
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Building Stakeholder Ftelations- Auditor drde, 1999
All of the stakeholder groups in Figure 1 can affect Nokia's environmental issues 
and/or can be affected as a result of Nokia's decisions and operations. Each 
stakeholder group has their own set of environmental and social concerns and 
although some groups are rather explicit with their priorities (e.g. legislators and 
NGO's) the concerns of other stakeholders are not always so obvious. Therefore 
assessing these stakeholder concerns and feeding this information back into the 
company, plays an important role to ensure that future activities within the company
1 Ernst & Young, KPMG, Pricewaterhouse Coopers & House of Mandag Morgen (1999) The 
Copenhagen Charter: A Management Guide to Stakeholder Reporting. House of Mandag 
Morgen http://www.Dwcinternal.com.ro/dk/ena/ims-sol/spec-int/coDenhaaencharter.Ddf
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meet the growing demands of social and environmental expectations. As well as 
being in line with Nokia's commitment to Sustainable Development, through actively 
seeking stakeholder concerns and perspectives through Stakeholder Participation, 
not only is the feedback loop between the company and stakeholders much quicker, 
but it is proactive and the information generated can be used to direct decisions 
much earlier (see Figure 2)
There has been little detailed investigation into the environmental attitudes of Nokia 
stakeholders to date. In order to help direct Nokia's future environmental activities, a 
better understanding of the views, concerns and expectations of their stakeholders 
is required.
This study was proposed to investigate the environmental concerns of just one 
stakeholder group: Nokia Mobile Phones (NMP) employees located within the UK2. 
Employees are a key stakeholder group to Nokia. They are the knowledge capital of 
the company. Carrying out this study and gaining a better understanding of what 
employees think about environment issues identifies 'environmental focus 
concerns', provides an insight into the current status of environmental awareness 
and attitudes within the company and provides information on employee 
expectations for Nokia and environmental issues. This type of employee information 
will help Nokia to prioritise and manage important environmental issues and also, 
help implement environmental issues into company processes.
1.2 Study Scope & Objectives
The aim of this study is to provide a detailed analysis of the environmental concerns 
of Nokia employees. In particular, it will address:
• What environmental issues do employees associate with Nokia and what are 
their views on these issues?
• What environmental issues do employees associate with their own work within 
Nokia and what are their views on these issues?
• How do employees see environmental issues alongside other business issues?
•  Who or what do employees feel motivates Nokia on environmental issues?
2 . A further study is now planned for some external stakeholder groups
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•  Do employees believe that Nokia cares for the environment and for what 
reasons?
•  What issues do employees feel Nokia could or should be addressing?
NMP Employees
In 2001 the annual Employee Opinion Survey showed that in the UK 73% of Nokia 
employees 'agreed' or 'tended to agree' that they were working for an 
environmentally responsible company (Internal Employee Questionnaire, 2001). 
However little is known about employee awareness of environmental issues, 
whether employees think about or consider environmental factors within their own 
work and why do employees feel that Nokia is an environmentally responsible 
company.
Environmental concerns
This study utilises a broad definition of environmental concern, considering different 
issues of time-scales (present day environmental problems through to what is likely 
to happen as a result of today's activities) and different geographical scales (what is 
happening at a local, regional and global level). However rather than imposing a 
definition of environmental issues on participants, it was decided to let the 
participants of this study talk about them in their own words. A key intent was to 
investigate what issues employees identify as being 'environmental' in order to 
improve further environmental communications within the company. It was decided 
however that if the participants identified EMF issues as of environmental concern 
then this would be noted, but discussion of EMF would not be encouraged within the 
focus groups as this was not the main focus of the research.
1.3 Focus Groups
Focus Groups were selected as the main investigative tool of this study. They were 
conducted between February and November (2001) and each session took place on 
site at Nokia UK, Southwood, facilitated by the researcher and lasted VA hrs. For 
more details on Focus Groups and the methodology of this study refer to Appendix 
A.
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1.3.1 Participants
The study involved 8 focus groups and 35 employees in total. Each group involved 
participants ranging from 1-3 different departments. Employees took part on a 
voluntary basis and were recruited from the following departments:
• Administration
• After Market Services (AMS),
•  Engineering lines (inc. 
Software, Hardware etc)
•  Environment
Human Resources (HR)
Marketing Research (MR)
Nokia Design
Operations, Logistics & Sourcing (OLS)
1.3.2 Questions
The questions asked within the focus groups sessions were developed around the 
key objectives (Section 1.2) and are listed in the Focus Group Topic Guide (see 
Appendix B).
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2 .  Exploration of Key Themes
Each of the focus group sessions yielded a great deal of information regarding the 
views and perspectives of Nokia employees. The discussions varied between 
groups depending on who was participating, their level of knowledge, interests and 
also their experiences inside and out of the company. By commenting upon 
participant perspectives and using quotations from the focus groups, this section 
looks at key themes of the focus groups discussions.
2.1 General Environmental Issues
Each session was opened by asking about general environmental issues to 
encourage people to start talking and thinking about topics that they saw as 
environmental problems. On the whole, the participants showed good general 
environmental awareness and talked about many different issues. The issues that 
were raised in the focus group sessions are summarised in table 1.
Table 1. General environmental issues discussed during FG sessions
GENERAL ENVIRONMENTAL ISSUES
• Climate change, Kyoto Protocol (US pulling out, President Bush), Global Warming, 
Melting of the Ice Caps, Hole in the ozone, floods
• Foot & Mouth Disease (health effects of burying carcasses)
• Energy resources, Alaska (oil), non renewable, renewable (wind)
• Waste, landfill sites, white goods, recycling (council & household, electronic )
• Legislation (EoLV, car parking, car tax, WEEE)
• Nuclear weapons
• Health effects of mobile phone masts
• Increasing allergies, reduced immunity due to environment being too clean
• GM Foods
• Deforestation & loss of wildlife,
• Global inequalities between developed and developing countries (pollution, welfare, 
Kyoto Protocol)
• Air pollution, from factories and cars
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• Environmental housing
• Local School initiatives
• Environmental initiatives in the UK vs other countries
The participants showed varying degrees of concern towards these issues. 
However most came across as being moderately concerned about the environment 
and sympathetic to the 'cause'. For example one woman said:
F: I wouldn't say it keeps me awake at night, but I am concerned about it, yeah
The majority indicated that environmental issues were important and that we should 
look after the environment. If supporting environmental initiatives required effort or 
some kind of financial contribution, however, then this was thought to be much less 
likely to happen. On the whole, there were few extreme pro or anti environmental 
views expressed.
Children were often identified as key reasons for concern; " I'm concerned, I've got 
kids" and "for the children growing up, I'd have thought. They will be running out of 
energy and all sort of things". Participants also talked about the 'unknown' long­
term effects, specifically from burying the animal carcasses following the Foot & 
Mouth epidemic. But whilst the long-term effects were seen as a reason why we 
should be concerned about the environment, some participants felt that the 
uncertainty sometimes surrounding these effects acted to 'dilute the need for 
concern'. For example:
M: The strongest message is if people could really say look how worse it 
would be in within a generation think of your children 
M: Yep
M: Yep, that would be a really powerful message, but it is not so clear cut, it's 
maybe in the next 100- 200 years, maybe and then other scientists would 
argue against this and the whole thing gets diluted and people have the 
excuse not to worry 
(Snr management Group)
Participants felt that many environmental issues were 'brought home', if they were 
visible. Local household and council recycling initiatives were frequently discussed,
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as these were schemes that many of the participants experienced at first hand 
within their homes and neighbourhoods. Air pollution was acknowledged because of 
the "yellow haze across the sky" seen by participants on parts of the M25 and the 
effects of climate change were noted by the melting of the ice caps, which had been 
recently covered on a recent television programme. Media coverage of the recent 
news that US had just pulled out of the Kyoto Protocol and outbreaks of new cases 
of Foot & Mouth disease within the UK, also meant that both these issues were 
identified as environmental problems.
2.2 Nokia Environmental Issues
Participants saw a wide number of environmental issues associated with 
Nokia and their main concern was the ‘recycling ' issue, but awareness of 
environmental initiatives within the company was quite poor.
When asked what environmental issues people associated with Nokia, the focus 
group participants identified a wide range of issues (see Table 2 below). The 
employees talked about product related issues, the impacts from manufacturing and 
supply chain activities and the environmental issues associated with the company 
and its employees. Even those employees who presented themselves as un­
informed were found to have heard about many issues. However many of the 
employees still felt they were not aware mainly because they didn't know about any 
broader environmental initiatives that were being pursued within the company.
Table 2. Environmental issues associated with Nokia
Product
• Battery disposal, Product recycling (large manuf volumes, short life­
cycle), prototype recycling, recycling plastics, takeback and 
incentive schemes, lead free soldering & technology, legislation, 
paints, material choices, hazardous substance list, product and 
component packaging, battery efficiency, disassembly,
Manufacturing
activities
• Energy consumption, waste production & disposal, emissions, 
pollution, use of toxic substances, ISO 14001, conditions in different 
countries
Supply Line • Depleting raw materials, Nokia environmental supplier
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requirements, logistics, trade customer partnerships
Company
• Construction of new building, impact on surrounding environment, 
energy consumption of buildings, ISO14001, site waste, waste 
sorting, recycling paper, PC monitors, coffee cups, emissions & 
noise from employee cars, employee travel, use of Netmeeting
• Radiation, masts and health
• Nokia brand image, environmental stakeholders, competitor 
advantage
• Company responsibility, Nokia Culture & Values
• Internal and external communications, environmental training
• Social responsibility, etiquette, ethical reporting
(Comments from the Nokia Environment Group have been omitted from the table as the 
participants in this group are considered to have much more environmental expertise that 
the other groups.)
When talking about environmental issues specific to Nokia, the recycling of mobile
phones was one of the most frequently discussed and was seen as one of the
biggest problems. The participants felt that due to the large volumes of mobile 
phones to be recycled, there were problems with both the costs of recycling them 
and also the logistics of getting them back from the consumer to the company. This 
is highlighted in the following quotations:
M: I think its more than a wake call because in today's current economic
climate manufacturers are dropping like... rapidly Ericsson, Alcatel they are all 
disappearing fast and we know that recycling is expensive but it protects the 
environment. But where are companies like Nokia going to make the money if 
we have to bring it together and then break it down, it down that's quite a 
costly operation. (Nokia Design & MR Group)
M-1:1 mean putting the bucket in there is the tip of the iceberg really isn't it?
M-4: It is yes
M-1: What the hell do we do this mountain of used phones?
M-3: That's the problem, isn’t it?
(Platforms, Engineering Group)
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As highlighted in Table 2 there were a number of socially orientated issues raised 
and discussed within the topic of Nokia environmental issues. These included 
"Mobile phone etiquette" (how, when and where phones are used, e.g. invasive ring 
tones), safety issues about usage when driving and the cultural effect that mobile 
phones are having upon society. Some people also talked about Nokia forming 
partnerships with other companies and getting involved with local school initiatives. 
However some felt quite strongly that Nokia's involvement in voluntary schemes and 
initiates should be done to make a real and valuable contribution and not to be 
carried out as a profile raising exercise - "...not just saying we support it, you have to 
go out and support".
EMF, health, radiation and mobile phones masts were also seen as environmental 
issues. Some participants talked of the expectation held by friends outside the 
company that they would know about these issues. However many said that 
although they had been told not to comment on these issues, they felt they had little 
knowledge on the topic and that the company should inform them. This was found 
to be frustrating by many participants and specifically highlighted in the Nokia 
Design & MR Group. One man said:
M: I think the issue that does bother me is over the health issue over phones 
you know, radiation issue. I think there is more when you are out of Nokia 
rather than in Nokia, but people are always expecting you to know the answer, 
do they fry your brain or don't they and the thing is nobody in Nokia has every 
told us what the situation is, what we should do whatever and it think that's a 
big environmental issues because clearly you know a personal environmental 
issue probably than a wider one but it does mean it could be like the new 
cigarettes of the future and its a serious issue. (Nokia Design & MR Group)
Concern was not directed towards the effect on their own personal health but rather 
towards knowing (or not knowing) whether the company was being responsible or 
not. Participants were sure that Nokia was addressing the issue somehow, but they 
just wanted to be told the 'facts'. What is Nokia actually doing? What is the 
situation?
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As well as discussing which issues participants saw as being environmental issues, 
some people also talked about the environment in relation to the other issues, 
namely Quality and Accessibility:
Environment and Quality
Interestingly, three different groups drew a parallel between their perception of 
environmental issues and Quality issues within Nokia. It should be noted that 
Quality is driven as a key business issue within Nokia and also the Environmental 
Group within NMP forms part of the Quality Office3 (yet very few of the participants 
seemed to be aware of this latter point). The Operations, AMS and Engineering 
Group talked about how quality still needs to be built in as part of good product 
design, rather than added on at the end. They thought this was similar to 
environmental issues. But environmental issues were not generally (there was one 
exception) seen as an opportunity, or something which could enhance product 
performance and save costs (See Section 2.4 for further discussion).
Environment and Accessibility
Environmental issues were also compared to Accessibility issues. Accessibility is 
the area concerned with making products accessible to people with disabilities. 
Accessibility and Environment were both seen as areas which many people ask for 
but as yet, do not bring about huge business benefits and therefore require certain 
individuals within the company to drive these issues through to make them happen.
Employees identified a wide range of environmental issues associated with Nokia 
which included more than just the traditional 'green' issues within their discussions. 
Participants saw recycling of mobile phones as a key environmental concern for 
Nokia, though awareness of company initiatives as a whole was quite poor. Further 
participants views and perspectives, grouped specifically to address the research 
questions (refer to section 1.2), are discussed under the following sections.
2.3 Work Related Environmental Issues
When the participants were asked if  they thought their job had an impact on 
the environment the main finding was that very few people thought about 
environmental issues within their work and even fewer saw a connection 
between their work and any subsequent environmental impact.
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Most participants talked about day-to-day issues (such as using paper and leaving 
PC's running overnight) when they were asked about any environmental impacts 
from their work. This was certainly the most common and usually the first response 
given by the participants. Employees argued that a collective effort could bring huge 
savings (" If you look at this site alone, there must be 1200 people, if half of those 
people are leaving their monitors on all the time...but if half again turned theirs off, 
[look] how much energy would you save"). However, they also admitted that they 
themselves did not always turn off the monitors at night, or recycle their drink cans.
Most of the participants made very little connection between the work that they did 
and the effect they may have on the environment, beyond these day-to-day 
activities. Whilst some people did not think their work had any impact on the 
environment at all, it was also apparent that some participants associated an 
environmental impact with their work only if they themselves were responsible for 
producing an actual material product. For example:
M: I think we might have an impact Yeah, not too much, unfortunately our 
end product is a big wodge of paper, a service manual. Although the one 
thing we have done is everything is online, so the issue is taken out of our 
hands in so much as we provide the customer with an electronic copy. I 
suppose we could try and reduce the number of pages to print, but that’s not 
really practical. (AMS & Sourcing Group)
This participant identified that the use of paper in producing a 'service manual' may 
be detrimental to the environment but they did not see how the information inside 
the service manual could also potentially have an impact. For example, does the 
service manual contain guidelines or information on the recycling aspects of the 
product?
There were some participants who associated more than just the day-to-day 
environmental issues with their work. Employees working within Facilities saw 'site' 
environmental issues as falling into the remit of their department and acknowledged 
their responsibility for issues such as the site waste and energy consumption. One 
man from the Platforms, Engineering Group saw the potential to replace some of 
the chemicals used in his work with less toxic ones. Another man from the same 
group identified the large volumes of waste (phones, batteries, covers etc) that were
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being created from taking test samples. However it was apparent that this group felt 
that they had very little influence to make any changes in their work for 
environmental benefit, as they saw 'environmental substitutes' as incurring higher 
costs and possible delays. A common observation was that it is often very difficult to 
make changes from the bottom up. One man said:
M: It's very hard to change things from the bottom up, you've got to persuade 
a lot of people to change the process and everything's got to be written down 
now, so it's a big effort. (Platforms, Engineering Group)
The engineers in the Platforms, Engineering group also talked about how their work 
has been affected by environmentally related issues, such as the current and 
forthcoming material restrictions (e.g. lead, beryllium and nickel). One man thought 
that material restrictions could limit the scope for latitude that companies have to 
comply with and also, their own scope for creativity. For example one participant 
said:
M: ...It's like the catalytic converter business on cars you know they decided 
they're going to regulate emissions by insisting that every existing car built 
after a certain date has a catalytic converter, another tact would have been to 
set limits on emissions and say right, use whatever technology you need to do 
this but arrive at this level (Platforms, Engineering Group)
Another example of where an employee (from HR, Facilities & Admin Group) had 
been affected by an environmentally related issue was during a graduate 
recruitment evening.
F:...one of the guys came up to me afterwards and asked me where Nokia 
stood on environmental issues and all that sort of stuff and I must admit that I 
didn't feel awfully well qualified to speak, I have looked because I may get 
asked these sort of questions ...but this was actually the first time I had been 
asked (HR, Facilities & Admin Group)
The participants discussed their impression of environmental awareness amongst 
young people and felt it is much higher than it used to be in 'their' day.
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Except for those whose work was related to specific environmental projects as a 
whole very few participants thought about environmental issues within their jobs. 
Even fewer saw, or made the connection, that their decisions have an impact on the 
environment somewhere else 'down the line'. In many cases environmental impacts 
were only associated with material products and employees did not tend to consider 
the environmental impacts or benefits that could be made elsewhere in the life 
cycle.
2.4 Environmental & Business
When discussing how participants saw environmental issues alongside other 
business issues, the main finding was that environmental issues rated poorly 
alongside product performance, cost and time to market. Environmental 
issues were not seen as an important business issue within Nokia.
Part of the discussions focused upon whether Nokia employees see environmental 
issues as an important business factor for Nokia and also whether they see 
environmental issues aligned or in conflict with other business issues.
It was evident that many of the participants saw environmental issues as incurring 
more costs or resources. As mentioned in section 2.2, recycling of mobile phones 
was perceived as a very costly operation. In the Platforms, Engineering and Snr 
management Groups, the cost of any changes towards more environmental options 
was given as the reason why employees felt they couldn't reduce the environmental 
impacts of their work. In the main, environmental product options or substitutes 
were seen as involving new technologies, more expensive materials and/or new 
processes, which would require capital outlay. They were also seen as technologies 
that were still in need of research and that consequently posed potential risk in 
product reliability.
Environmental issues weren't necessarily seen to conflict with other business issues 
but they were rated poorly alongside factors such as product performance, cost and 
time to market, which were identified as the key issues. This is illustrated in the 
following interchanges:
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Facilitator: ...do you think that environmental issues are actually aligned with 
business issues or do you see them as in conflict?
M: I wouldn’t say it’s in conflict, I would say if it happens, it happens, all well 
and good, but it’s not done by design.
M: I mean if it came down to an environmental issue or a performance issue in 
the product, the environmental issue would go out the window, without a 
doubt.
M: It’s still on the bottom of the list, if it’s on the list at all.
M: It’s still not, hasn’t got equal billing shall we say.
(AMS & Sourcing Group)
F: I think there is a balancing act ...[in] trying to produce a product as cheaply 
as possible to get it into the market place as quickly as possible and get the 
biggest return. ... I still think they [Nokia] will pay lip service to environmental 
issues but it will not be paramount in their selection of sites and how they do 
business. (HR, Facilities & Admin Group)
Participants said that as little environmental information was given; they didn't think 
environmental issues were that "big an issue" within the company. Views such as 
"the evidence isn't there, or if it is, it is not well communicated" were commonplace 
within the sessions.
In the Snr management group, the participants agreed that environmental issues 
would become an important business issue to Nokia if they brought about business 
benefits:
M: If there was a business case, if in our research we're asking people about 
an environmentally friendly company and we got a direct correlation between 
likelihood to buy the brand then it would be important. (Snr Management 
Group)
However from their experiences they had seen no actual evidence as to what the 
business benefits are, except for what they had been told. Participants within the 
AMS, Operations, Engineering group suggested that carrying out a Program 
whereby environmental and quality aspects were made the main focus would 
provide the evidence of any benefits. They said:
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M: It would be interesting wouldn’t it, to carry out a program somewhere in 
Nokia with the environmental aspect, the quality aspect being number 1. I 
know it’ll never happen, but you know, just to do it, to see what actual savings 
would come out of it... In the sense that suppliers, packaging, the whole lot, 
even training the personnel, what could come of the whole thing? ...the 
environmental, quality of the... equal importance.
M: It’ll come out as a cheaper, better looking...
M: The only true way to get the view across is to..., basically we are just 
talking about theory at the end of the day you've got to do it in practise. 
(Operation, AMS & Engineering Group)
However as can be seen, the participants saw this as unlikely to take place.
2.5 Motivators and Influencers
When asked who should motivate employees to make environmental 
decisions within the company, the main finding was that top management 
commitment is required but the momentum of this commitment needs to
Participants listed many different motivators for making environmental decisions. A 
distinction was often made of who and what they felt did motivate these issues in 
comparison to who and what they felt should be responsible for motivating these 
issues.
Present and past motivators included Nokia staff, the Finnish Culture4 and the Nokia 
Way5, Governments, Legislation, NGO's and the increasing environmental 
awareness of youth. Local residents were mentioned in reference to air and noise 
emissions from factory sites in the Platforms, Engineering Group, whilst the 'market', 
particularly from Japan, was seen as a key driver by the Operation, AMS & 
Engineering and Snr Management Groups. In reference to health issues and phone 
masts, the key drivers were thought to be the end consumer and local communities.
4 Finnish Culture was widely believed to be more sensitive to environmental problems
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Competitors and gaining competitive advantage were also seen as key drivers from 
improving environmental performance by many of the focus group participants.
When it came to those people or factors that should be motivating environmental 
issues, the list was much leaner. Legislation was seen as instrumental and the 
strongest driver of environmental issues for the company. But within the company 
itself, the employees thought that the company (i.e. the management) should be 
responsible for motivating and driving environmental issues, rather than the 
employees. There was a general consensus that a 'management decision' and 
'uniform top down approach' was needed for environmental issues. This is 
illustrated in the following quotes:
F: ...the responsibility basically should be the company's ...[and not] rely on a 
sense of responsibility that is displayed and has been displayed by the staff 
(HR, Facilities & Admin Group)
M-3: ...but if the management said we need to now pursue this target of 
reducing this or reducing that then it makes it absolutely obvious 
Facilitator: Right, so it is that driver.... really, the management driver?
M-3: Ye if Nokia is serious about it then that is the way it has to go 
(Platforms, Engineering Group)
The Environment Group also said that in addition to a top down approach there was 
a need for these issues to be supported at all management levels because it is often 
difficult to work on environmental issues at the "bottom level" if there isn't the middle 
management support. The Snr Management group agreed that although people like 
themselves were responsible for driving many initiatives in the company, some of 
them said they still needed top down commitment for environmental issues 
(because of the resource issue):
M: But it comes from the top doesn't it, if we have this well supported roadmap 
coming down from the top of the company then we wouldn’t have any barriers 
M: People don't get everything from the top, you can't rely on everything 
coming
M: An awful lot of things you don’t get from the top
5 Nokia W ay is the Nokia Values: Customer Satisfaction, Respect for the Individual,
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M: A lot of them are our own initiatives that we want to do 
Facilitator: But you see environmental as something that needs to...?
M: Environmental unfortunately has cost implication that's the problem 
(Snr Management Group)
So whilst top management commitment is required to address the resource issue, 
the momentum of this support needs to be kept going right through the company. It 
was suggested that to really motivate employees at any level, then environmental 
issues (like any other) would need to be made part of people's personal checklists 
and the employee bonus scheme, however this was thought to unlikely to happen.
2.6 Caring for the environment
During the discussion, the participants were asked as to whether they 
thought Nokia cares for the environment and for what reasons, the main 
finding was that they didn Y think Nokia did not care, but didn Y think that is 
the whoie driver.
Many participants felt that it was important for Nokia to care about the environment 
and proposed many different reasons. Some employees thought that as a big 
company, Nokia should set an example. One participant in the AMS & Sourcing 
Group said Nokia should care "...because it's right across the world and it's 
producing products at an enormous rate". Both the Platforms and Program, 
Engineering Groups thought that it is important for Nokia to care about the 
environment in order to "...protect the brand and business ". The HR, Facilities & 
Admin Group associated caring for the environment with "good practise". Caring for 
the environment was also seen as being in line with the 'Nokia way' and the Finnish 
culture.
However the majority were ambivalent about the extent to which Nokia cares for the 
environment:
F:...l don't think they don't but [I] don't think that's the whole driver... (HR,
Facilities & Admin Group)
Achievement, Continuous Learning
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As a commercial company Nokia was expected to be more concerned about profit 
and brand image than about the environment. It was thought that any care shown 
towards the environment would be mainly driven by these issues rather than any 
intrinsic environmental concern. This is illustrated in the following interchange:
M: I would say that just looking at it from a sceptical point of view, companies 
are not in existence to make the world a better place, companies are in 
existence to make money, therefore if we have to care about the world to 
make money then we will. ..
M: You’ve summed it up 
F: Ye
M: Your words were right, as much as they need to 
F: I think that the same for all big companies 
M: Yea to be honest that’s the right answer 
(Program, Engineering Group)
The reason why participants did not believe Nokia 'really' cares for the environment 
was because they did not see much evidence of environmental initiatives around 
them. It is clear that local and site activities, such as waste collection and paper 
recycling bins, are an important indicator of Nokia's approach to environmental 
issues. For example, the 'segmented waste bin' (as shown on the front cover of this 
report) was brought into in every focus group discussion. The segmented waste bin 
is an office waste bin, located under every employee's desk. It is made up of 3 
separate segments so that employees can sort their own office waste into the 3 
different segments, so that it can be taken away for recycling. However the reality is 
that the majority of the participants in this study had no idea what each of the 
segments are for, as it has never been communicated to them. People were 
obviously quite frustrated by this, for example one woman commented quite 
sarcastically: "I was obviously not here on the day that was communicated". 
Employees felt that they have these bins (which are obviously intended for waste 
recycling) under their desks but they do not know how to use them as they have 
never been told. Some participants also doubted whether the recyclable waste (e.g. 
paper) would actually be recycled even if it was separated from the other waste. 
There was the feeling that if Nokia really cared for the environment then these 
simple, site based, visual initiatives (as those mentioned above) would be in place
339
Engineering Doctorate Abi Oxley Green
and this information, such as how to separate office waste into the segmented 
waste bin would and should be widely communicated.
2.7 Issues that could or should be addressed
Although many employees said that they were not aware of what was going on 
within the company, there was a level of trust where people believed that "the 
issues were being addressed'. However there were some issues that participants 
felt Nokia could or should be addressing and these are considered in turn. A 
summary of specific suggestions made by the participants can be found in C.
2.7.1 Communication
Internal Communication - increasing awareness & communication channels 
Many of the focus group participants felt quite strongly that environmental issues 
were not well communicated within the company. This was specifically highlighted 
by the HR, Facilities and Admin group who as part of support functions and not 
involved in the design process, felt they were less informed about these things. The 
employees wanted to see what is being done and what the key issues are, believing 
that this would:
F: ...give employees more of a feel good factor...to see from the top they are 
not just paying it lip service they are actually doing something...! mean that is 
my perception (Hr, Facilities & Admin Group)
Some of the participants felt that raising the profile of environmental issues within 
the company would also help drive them further. One participant said:
M: I think the honest thing at the moment is that urn, the work that we do, how 
many times do I think about environmental issues at work, the work that I do, 
and it is not that great. So if you want environmental issues to be taken, I am 
not saying more seriously but implemented in greater numbers then lots of us 
need to be thinking about it more. (Snr Management Group)
Many participants saw education as a necessary starting point. The employee 
induction process was also seen as an effective way of informing new employees of
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the environmental work being conducted at Nokia. The Environmental focus group 
also felt that it was important to follow up after the induction, to maintain awareness.
The participants also talked about how information on environmental issues should 
be disseminated to employees. Many participants highlighted the concern of 
"information overload" and they also suggested that the intranet was not always the 
best way to communicate messages to employees. This was demonstrated by the 
fact that although NMP has an environmental website, the discussions and results 
from the questionnaire handed out to participants before the study (Appendix 6.1) 
indicated that very few of the participants had visited the site. Some participants 
also said that they do not visit website links sent via emails. Suggestions as to how 
this information could be best communicated included workshops or roadshows. 
One man also suggested that the environmental group "...should tour all the line 
meetings..." in order to increase awareness and to actually inform them of the 
environmental team.
External Communication -  increasing awareness, but cautiously 
Many of the focus group participants thought that externally communicating 
environmental issues could bring benefits, however other viewed it as a "double 
edged sword" which needed to be approached cautiously. In terms of benefits it was 
suggested that:
...if the local community felt that Nokia is doing everything it could to recycle, 
to dispose..! would give us a better name in the community (HR, Facilities & 
Admin Group)
Others disagreed, suggesting that by externally communicating these issues...
M: ...we're drawing attention to all the other things you're not environmentally 
friendly on. (Program, Engineering Group)
M:.. .people will just say you are sounding off to be shot down...
M: So you are environmentally aware today or trying to be but 5 years ago you 
were killing the earth through your products.
(Nokia Design & Market Research Group)
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So whilst on one hand Nokia has to communicate its environmental success stories, 
on the other it needs to do cautiously. The participants also felt that this was the 
case with the research into the associated health issues with mobile phones.
2.7.2 Driving environmental issues. Could we, should we?
Section 2.6 highlighted that the lack of evidence of certain activities made 
employees feel that the environment is not a priority within the company. But many 
also thought that Nokia was more likely to support environmental issues because of 
the brand6 and Nokia Values7 then other companies.
Participants agreed that if Nokia is serious about the environment and 
environmental issues, then these issues do need to be both driven and supported 
by top management. However some people believed that environmental issues 
would and should need to bring about real business benefit to be really driven over 
and above what is legally required. In contrast, others felt that driving environmental 
issues was in line with the Nokia values. The following interchanges emphasises 
this:
M: ...I am saying I think the top management may be right not to be driving it 
because it is not a priority if you are commercial 
Facilitator: OK
M: Unfortunately you are probably right
M: OK, well that's interesting because to me that is sort of juxtaposition to our 
so called values that we hold up so highly 
(Snr management focus group)
So whereas environmental issues are unlikely to be driven for commercial reasons, 
at the moment they are more likely to be driven for their part in the company culture 
and image. If the company is then serious about these issues they need to be 
visibly supported by Nokia management and this support needs to percolate 
through all managerial levels.
6 Nokia Brand is considered to be built around honesty and ethics
7 Nokia Values: Customer Satisfaction, Respect for the Individual, Achievement & 
Continuous Learning
342
Engineering Doctorate Abi Oxley Green
2.7.3 Guidelines on Social Issues
As highlighted in Section 2.2 many social concerns were identified under the caption 
of environmental issues. Interestingly the Nokia Design and Marketing Group (who 
identified many of these issues) also felt that addressing some of them was 
something "...Nokia could certainly drive".
M:...if someone is talking loudly or they have the ring tones going, you know it 
really is becoming an issue of invasion, I think Nokia ought to have a policy... 
(Nokia Design & MR Group)
Other aspects included the safety when driving and also more awareness of the 
cultural effects that mobile phones are having upon society. The participants 
compared this with the impact that computers have made. Addressing some of 
these more socially orientated concerns was seen as an opportunity for Nokia. An 
opportunity to make an impact in a relatively new area (social impact of mobile 
phones or technology) which doesn't involve exerting excessive resources 
(guidelines and policies). Initially at least.
2.8 Common group perspectives
The environmental concerns discussed in the focus groups did not vary significantly 
between the different departments. However there were some similarities in 
perspectives within groups, or the way that people working within the same 
department looked at environmental issues. Two most obvious examples are 
outlined as follows:
Participants working within Nokia Design used a broader definition of the term 
environmental issues than those in other groups and included many social issues in 
their discussions. As shown in Section 2.2 this group brought up 'mobile phones 
usage' issue and the 'impact that mobile phones are having on society'. Participants 
in this group tended to adopt a more holistic outlook towards environmental issues 
and were much more aware of social aspects than other participants.
Participants working within Operations Logistics and Sourcing (OLS), particularly 
Sourcing, tended to take a life-cycle approach when talking about environmental 
issues. They talked about the overall benefit of implementing environmental 
initiatives. For example although local recycling schemes provide environmental
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benefits such reducing waste sent to landfill and conserving resources, do the 
environmental benefits from this outweigh the fuel used and emissions produced 
from the collection vehicles.
I also found that particularly from the Program and Engineering group, participants 
who lived within the local Farnborough area tended to focus upon local 
environmental impacts such as traffic and woodland. These people were 
representing an employee and local community member perspective. Other people 
who did not live locally talked more about general and global environmental issues 
rather than those issues that were local to them; these people took mainly the 
employee perspective.
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3. Conclusions & Key Messages
3.1 Environment = green + social + health
Currently within NMP, the 'environmental issues' dealt with by the Environment 
Group are the traditional environmental 'green' issues. Within this study participants 
talked about many different 'green' issues which they saw as environmental issues. 
Some of these were local (such as recycling, pollution from cars, traffic congestion) 
and some were happening on a global scale (such as Climate Change, 
deforestation); both were discussed quite comfortably. However I found that 
'environmental issues' were associated with much more than just traditional 'green' 
issues, they were seen to encompass health issues and social issues as well8. The 
radiation effects associated with mobile phones and masts, issues of mobile phone 
usage and participation in local initiatives were also discussed under the context of 
environmental issues. This perspective on 'environmental issues' is in line with the 
thinking on Sustainable Development which argues that environmental, social and 
economic issues all need to be considered in conjunction with one another to get 
the right balance.
As employees tend to employ a much wider interpretation of the environment, 
people working within the 3 areas of environment, social, health issues should 
consider collaborating or working together to adapt an approach which sits in line 
with how employees see these issues. An example would be when preparing and 
delivering company training.
3.2 Nokia Environmental Concerns
The awareness of environmental issues demonstrated by the participants was 
higher than expected. Obviously some participants were more informed about 
environmental issues than others, but apart from participants from the 
Environmental Group, the concerns and the reasons behind them did not vary
8 Of course it may also be that the reverse is true however, that social issues are seen to 
encompass health and green issues.
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significantly according to awareness. However very few actual Nokia initiatives were 
named by the employees and for this reason many employees felt uniformed about 
environmental issues and were not sure what was actually being done within the 
company.
The recycling of mobile phones was identified as a key environmental issue, owing 
to the large manufacturing volumes and the associated costs of recycling. Some 
participants knew that legislation would soon place responsibility for recycling on 
Nokia, while others saw the company as responsible simply by virtue of the millions 
of phones being manufactured.
These findings indicate the need for Nokia to communicate what the key 
environmental initiatives are within the company. Of particular information about 
what Nokia is doing at End-of-Life with regards to Takeback issues and what 
preparations have been made to meet new recycling legislation.
3.3 Environmental issues = Paper recycling
Of all the different topics discussed within the focus groups, associating 
environmental issues with the work that people did, was discussed the least. Few 
participants thought about environmental issues as part of their decision-making or 
made any connection between their work and any subsequent environmental 
impact. The most widely recognised impacts tended to be the more routine, day-to- 
day issues such as 'printing out their emails' and 'turning their monitors off at night'. 
Environmental impacts were also associated with producing material products and 
employees did not tend to look at the wider implications that their decisions could 
have. For example, HR did not see that environmental training might be a part of 
developing employees or that the environmental image of the company may affect 
Nokia as an employer. Nokia Design also did not see the how their concept work on 
materials and finishes (paints) may have a subsequent environmental impact. There 
were some employees who saw environmental issues associated with their work but 
many of these felt constrained as to what they could do about them as 
environmental issues were seen as incurring costs. For this reason, participants felt 
that 'top management' commitment towards environmental issues would be needed 
in order for them to make changes.
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Figure 3. Nokia Environment Logo
Abi Oxley Green
Nokia's Environment Logo (Figure 3) is the 'environment is everybody's business' 
however the results from this study show that Nokia will need to work quite hard to 
achieve this. To make people feel more environmental responsibility, connections 
between the work that they do and any impact on the environment need to be made 
explicit. Any management commitment towards environmental issues also needs to 
be made much more visible to the organisation at all levels.
3.4 Small things can say a lot
I found that participants associated a direct link between actual visual evidence of 
environmental initiatives (i.e. those site and office based initiatives) and how Nokia 
as a company, feels about the environment. There are no paper recycling bins in 
the offices, there are no bottle banks on site, when you drive past the site at night it 
is always "lit up like a Christmas tree" (said one participant). The segmented waste 
bin (as shown on the front of this report) has almost become a 'metaphor' for how 
Nokia manages environmental issues. As mentioned in Section 2.6 the majority of 
the participants in this study had no idea what the bin segments are for as it has 
never been communicated to them. There was a sense if Nokia is not doing a lot on 
these site based environmental issues then it is not doing a lot on any other 
environmental issues. These site initiatives are what people can actually see on a 
day to day basis, as part of their working environment. So addressing these issues 
says a lot to employees on Nokia's approach to environmental issues.
Clearly employees are more able to relate to local issues as these are much more 
visible. Within Nokia the local, site environmental issues fall under the Facilities
347
Engineering Doctorate Abi Oxley Green
Group. The Facilities Group should be informed that the environmental issues and 
activities that they are responsible for, form the 'environmental face' within Nokia. If 
Nokia wants to be recognised as a company who cares for the environment then it 
is the local, day-to-day issues that need to be addressed first of all. For example the 
message of how to sort waste into the different bin segments is something which 
could be easily communicated around a site. Nokia would then have to ensure that 
this was communicated to the cleaners and the process set up to actually have the 
waste recycled. Other site issues include: paper recycling, drink can recycling, bottle 
banks, leaving PC monitors on, taxi travel, lighting, air conditioning through to 
initiatives within the local community. Putting these local initiatives in place can 
bring cost benefits and would also result in raising the profile of environmental 
issues throughout the company and could lead to some measure of "cultural 
change" towards making environmental issues everybody's business. If these 
activities are made a part of the working environment, they would become more 
commonplace, more people would see them, would use them and would think about 
them more often in the way they do things and go about their work.
3.5 Driving environmental issues
Participants gave several reasons why it is important for Nokia to care for the 
environment: to protect the brand and the business, because Nokia has a 
responsibility to do so and, because caring for the environment is seen as being 
part of the Nokia Values and company culture. In fact participants thought that as a 
company, Nokia is much more likely to care about environmental issues than other 
companies.
However at the same time, participants also thought that for commercial reasons 
environmental issues have lower priority than cost, performance and speed. Most 
thought that Nokia would and should only really drive environmental issues if they 
brought about some business benefits (participants talked about 'driving' 
environmental issues as meaning doing more than is required through legislation). 
Environmental issues were not associated with bringing about business benefits, 
either in terms of competitor advantage, saving costs or selling more phones. 
People didn't see Nokia 'stepping out' in the environmental arena.
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At the moment, environmental issues are likely to be supported and driven for the 
part they play in the company culture and image but not for any direct commercial 
benefits. So when talking about environmental issues to business managers, the 
environmental team should provide more evidence of what benefits can be and 
have been made from implementing environmental initiatives or in contrast, what 
will happen if they do not. Nokia might consider carrying out a totally 'environmental 
program' as this would provide the 'evidence' and experience of the advantages and 
disadvantages that can be gained from taking an environmental angle.
3.6 We are a communication company
At the moment Nokia has an environmental website linked to the main Nokia 
Intranet home page and NMP, NET and NRC also have their own environmental 
webpages. The company also publishes an annual Environmental Report, a 
brochure called 'Nokia Suppliers and the Environment' and also a new leaflet called 
'Environment in Brief. However communication of environmental issues came up 
repeatedly as something that needs to be addressed. Some participants felt 
uninformed and as a result were uncomfortable when commenting upon 
environmental issues. The need to address communications within the company is 
not only about raising the level of communication but also about ensuring that the 
right information is communicated through the appropriate channels.
This research shows that general communication of environmental issues (key 
building blocks, environmental roadmaps etc) within Nokia needs to be improved 
and made accessible to all areas of the company. The 'Nokia in Brief leaflet which 
has been published since this study started, is a good example of an easy to read, 
short but informative way of communicating these Nokia environmental issues. 
Another effective communication channel is through the Induction process; 
environmental issues should be included within all induction processes to ensure 
new comers to the company receive basic environmental training. People admitted 
that they were unlikely to read emails or search for webpages, so these may not be 
the most effective methods of 'teaching' employees about environmental issues as 
people need to have the time or inclination to look for them in the first place. So to 
raise awareness amongst employees, there is a need to give them some reason or 
an interest, to find out more about environmental issues and to visit the 
environmental webpages. Those people who want to know more about
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environmental issues at Nokia also need to take their own action to find out about 
these issues.
Two channels suggested by participants were Road Shows and workshops. Many 
people believed that by knowing more, they were more likely to think about 
environmental issues within their daily work. Although most of the participants did 
not feel that they had a responsibility towards environmental issues in their work, it 
is uncertain whether employees would then be likely to participate in such events. 
However many people are generally interested in environmental issues and most of 
participants were keen to know more about environmental issues within Nokia. For 
example people were asked to participate in this study on a voluntary basis but I 
found that the positive response rate was actually very high. So the response to 
other events may also be very positive.
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3.7 As a result...what next?
The next stage of this study is to take the results and feedback into the company. 
Specifically to: the focus group participants, local Site Management, Environmental 
Group, Corporate Responsibility, Communications and Real Estate & Facilities. The 
objective will be to ensure that the feedback reaches the right people so that this 
information can be used and acted upon. The highlights of the study will also be 
made available on the local Southwood and Nokia Environmental websites.
This report is available in the following formats:
•  Short Report: Executive Summary
• Full Report: Introduction & Background, Explorations of Key Themes,
Conclusions & Key Messages, Appendices
For further information or copies of the report please contact A. S. Oxley Green 
(abiqail.oxlev-qreen@nokia.com)
Further information on Nokia environmental activities and copies of the publications 
mentioned in this report can be found on the Environmental Intranet site accessed 
from the main Nokia Intranet homepage.
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3.8 Summary of Key Messages
Environmental Management Systems
• If Nokia wants to be recognised as a company who cares for the environment 
then it is the local, day-to-day issues that need to be addressed first of all. For 
example instructions on how to use the '3 segmented waste bin ' should be 
communicated to the site and cleaning staff and the process set up by Facilities 
to ensure the waste is recycled.
•  To help encourage Facilities to take responsibility for environmental issues, they 
should be informed that site environmental issues often form the 'environmental 
face' within Nokia.
•  Implementing site environmental initiatives would make environmental issues 
part of our working environment, they would become more common place, more 
people would see them, use them and would therefore be more likely to think 
about the environment within their work.
Design fo r  Environment
•  Carrying out an 'environmental program' should be considered, as this would 
provide real evidence of the advantages and disadvantages from taking the 
environmental approach.
Environmental Communications
•  To raise awareness of Nokia's environmental activities throughout the company, 
communication needs to be improved and more innovative channels 
considered.
•  Clear information of what Nokia is doing at End-of-Life and the preparations for 
the pending W EEE directive should be made readily available.
•  When talking about environmental issues with business managers, the 
environmental team should provide more evidence of what benefits can be/have
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been made from implementing environmental initiatives or in contrast, what will 
happen if they do not implement environmental issues.
•  At a local level the environmental group could tour the line meetings to increase 
awareness.
General
• Making management commitment towards environmental issues more visible to 
all levels of within organisation (e.g. through strategies and environmental 
roadmaps) would encourage more employee environmental responsibility.
• Initiatives which show employees the connection between their work and any 
subsequent impact on the environmental would encourage individual 
environmental responsibility
• It may help not to think of environmental issues as purely 'green issues', there is 
a need to consider a broader approach which includes both health and social 
issues.
•  Clear and open internal communication of EMF issues would be especially 
welcomed by employees.
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APPENDIX A: Methodology
Focus Groups were selected as the main investigative tool of this study. Focus 
groups are particularly appropriate for exploratory research when little is known 
about an issue. They are good at finding out about what people think and why they 
think so9. Focus groups also enable participants to discuss issues and respond to 
questions in their own terms. While one-to one interviews can provide more detailed 
information on individual views, focus groups provide access to a large number of 
views in a short amount of time and in addition provide the researcher with insight 
into areas of agreements and disagreement within the group. The group 
atmosphere facilitated by this technique also helps to encourage interactive 
discussion about a topic that participants may not have really thought about in detail 
before hand10. As a qualitative research method, the aim is not necessarily to 
generalise the findings to a wider population but rather to ensure rich and 
meaningful information for the group analysed.
Focus groups, also known as Group Interviews, usually consist of between 4-10  
participants who discuss a particular topic, guided by a facilitator9. A typical group 
session lasts between VÆ to 2% hrs and can involve one or two facilitators. To keep 
the discussion focussed upon the research questions the facilitator usually uses a 
topic guide, which provides a list of all those issues to be pursued during the 
discussion. In preparation for the focus groups in this study, 3 key informant 
interviews and 2 trial groups were carried out to develop and test the topic guide 
order and content. Refer to Appendix B for Topic Guide.
The groups within the company from which participants were selected are:
• Administration • Human Resources (HR)
• After Market Services (AMS), • Marketing Research
(MR)
• Engineering lines (inc. Software, Hardware etc) • Nokia Design
9 Morgan, D. (1988). Focus Groups as qualitative Research. California: Sage Publications. 
ISBN 0-8039-3208-1.
10 Krueger, R. (1994). Focus Groups, A Practical Guide for Applied Research. California: 
Sage Publications. ISBN 0-8039-5566-9.
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•  Environment •  Operations, Logistics &
Sourcing (OLS).
• Facilities •  Senior UK management
Employees were selected at random in all but two cases11 and participated on a 
voluntary basis12. Each focus group session involved participants from one, two or 
three different groups according to how many people worked within each; this was 
necessary to ensure participant anonymity as some functions were so small that if 
participants had been recruited from just one function they would have been 
identifiable. The combinations of different NMP groups were carefully considered to 
ensure a reasonable amount of homogeneity within each focus group. This is 
important to provide a permissive environment to encourage discussion9. Group 
profiles can be found in Appendix D.
The study involved 8 focus groups and 35 employees in total. Each focus group 
session was conducted on site at Nokia Southwood, facilitated by the researcher 
and lasted VA hrs. The sessions were recorded onto audiocassettes. A temporary 
audio typist was contracted to transcribe the tapes on site. The data was then 
imported form a Word document into WinMax Qualitative Data Analysis software 
package for analysis.
Power relationships
Due to the nature of the study, most of the participants knew one another or knew of 
one another within the focus groups. For this reason it is possible that pre- 
established formal and informal 'power' relationships had been formed which may 
have affected discussion. This was thought to be minimal though as the working 
culture of the company is very open and it is generally felt that people can freely 
express their own views.
Using focus groups to assess employee concerns.
These focus groups showed that group situations work well to encourage 
conversation and give people confidence to talk about issues. Feedback highlighted
11 In these cases, a number of employee names were proposed from which to select 
participants, this was due to problems in obtaining a sample population.
12 The positive response rate (people agreeing to participate) was extremely high.
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that the aspect most enjoyed about the sessions was the opportunity to have an 
open discussion with others. Group and individual discussion can produce different 
perspectives on the same issue, however it does not follow that one result is true 
and another false. W e spend most of our lives interacting with others within groups 
so it is natural that people's actions and opinions can change according to the social 
situation in which we find ourselves13. Although I did not find that people views 
changed dramatically during the discussion, I did find that discussion helped to 
define and enabled people to articulate their views towards environmental issues. I 
also found that the discussions acted as a learning forum in some cases, either 
about the environmental group itself, the work it is doing or through participants 
sharing information.
13 May, T. (1997). Social Research: Issues, Methods and Process. 2 nd Ed. Buckingham: 
Open University Press. ISBN 0 335 20005 2
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APPENDIX B: Focus Group Topic Guide
WELCOME & INTRODUCTION TO RESEARCH
Welcome everyone & thank for coming, introduce myself and assistant, 1.5 hr 
sessions and actually going to run through so, pis help yourself to drink and 
refreshments, which are on the side and facilities at any time.
The aim of this session is find out about your views and perspectives towards 
Nokia's environmental issues. W e are here to 'Discuss' and 'find out about' (write 
up on piece of paper)
This research/study is being carried out within NMP UK as a pilot study. Involving in 
total 7 groups of Nokia employees and then a further few with external stakeholders. 
The pilot study is being carried out as my doctoral research project and forms the 
basis of a larger study within Nokia. The reason for the study is that to help direct 
Nokia environmental activities we need a better understanding of your views 
and concerns. You have been selected for this pilot to provide us with a better 
understanding as individuals working in various roles within Nokia.
Discussion groups as a technique are quite different to other survey techniques 
such as questionnaires or the type of interview/questions that people stop you in the 
street to try to get you to answer -  quite structured techniques. Focus groups are 
used to try to learn more about views and opinions, flexible. I do have a number of 
questions/points that I would like go through, but it might be that they are covered in 
the discussion anyway.
A little bit more ...not a test, no right or wrong answers, we all have different views 
and that's fine. Pis share your pt of view even if it differs from what others have said, 
I am just as interested in negative comments as in positive comments- sometimes 
negative are more useful. You have each been selected because you have certain 
things in common that are of particular interest. I want you to give me honest 
responses, you won't offend anyone, information will not be used against you, your 
names will remain anonymous in any use of this material, so pis speak freely.
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Explain tape recording -  I can listen, better record of what is said. (2 tape recorders, 
microphones, extension leads etc) tapes will be for no one else but myself. Pis 
speak freely.
Session is scheduled for 1.5 hrs. Lunch afterwards.
Are there any questions before we start?
GROUP INTRODUCTIONS
As an icebreaker, go around the table; pis give your first name, a little bit about what 
it is you do. I will start...
As an icebreaker, write down three words (adjectives) to describe your favourite 
colour and then your animal (hence how you see yourself and also how other 
people see you- good for a laugh!!)
GROUND RULES
Before we start anything, want to write down some ground rules (flipchart and pens, 
plus bluetack write onto flipchart, then remove page from pad and stick to wall).
•  Respect for what everyone has to say,
•  All contributions are valuable,
•  For the best outcome we all need to contribute
• Pis turn off mobile phones or put them on silent,
•  Clear recording one person speak at a time,
•  Confidentiality within the group?
• Any from group? Does anyone disagree?
GENERAL QUESTIONS
Initial discussion to get group to start thinking about all the different types of 
environmental issues (pre-FG form)
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• What are the environmental issues you have heard about recently? In
the news/papers recently? Pre-FG form
• Are there any other things (environmental issues) that matter? What do 
you think are the important environmental issues facing us today? Try
to get at views regarding these issues, are they important? Should we worry 
about them? For what reasons?
Local issues: incinerators, landfill sites, chemical plants, radio masts, mobile 
phones, GM foods, health, nuclear fall out, car pollution & traffic, future generations
Thinking beyond local issues, what would you say are serious global environmental 
problems?
National, Global issues: natural disasters, global warming, destruction of the ozone 
depletion, air/ water pollution, depletion of non renewable (energy or non) 
resources, extinction of endangered species, acid rain, amount of waste, noise
NOKIA ENVIRONMENTAL ISSUES
What environmental issues do you see associated with Nokia?
• Do you think that Nokia as a company may have some impact on the 
environment?
•  If yes, what do you think may be Nokia's environmental issues? When 
you think about or someone mentions Nokia 'environmental issues' what 
comes to mind? (Recycling of phones, landfill, natural resources). Probe- why 
are these environmental issues? Are they important? Do you think we/Nokia 
be concerned about these issues?
Probe for explanations on terminology, what do the participants' mean/understand 
by terminology or issues, clarify differences. What do people understand as 'Nokia 
environmental issues', what does it cover?
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•  If no, small prompt, what do you think happens to mobile phones after you 
have thrown them away? Reasons for recycling, is it important? Do you think 
there are any other types of waste? (packaging, factories)
If mentioned EMF?
Add to the ground rule sheet, not going to refer to EMF or the health scares
associated with mobile phones. In EMF is not included under the Environmental
Group 'umbrella' at NMP or NET.
BUSINESS
• Do you see/think environmental issues are an important business issue 
to Nokia?
• Do you feel that environmental issues are aligned with business issues 
(financial) or oppose them/misaligned? Incur more costs? Is it env. issues v 
financial business drivers?
MOTIVATORS, INFLUENCE, DRIVERS
• What do you think influences Nokia to improve its environmental 
performance? Where do you think the pressures on Nokia to be an 
environmentally friendly company comes from? What are the incentives, what 
motivates Nokia? Is it internal pressure or external pressure, customers or 
legislators etc. Is the pressure increasing? Views upon this?
NOKIA CARES FOR THE ENVIRONMENT
• Do you believe Nokia Cares for the Environment? Why/for what reasons 
is it important for Nokia to care for the environment? What could Nokia do?
• Are there any environmental issues you feel Nokia could/should be 
addressing? Summarise those most important issues raised, is anything 
new raised by the group?
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WORK RELATED ENVIRONMENTAL ISSUES
What environmental issues do you see associated with your work?
• Have you thought about environmental issues in relation to your job? In 
the work that you do?
• Do you think that there are any environmental issues associated with 
what you do?
•  If yes - What do you think are the environmental issues associated with 
your work, dept? For what reasons do people associate the issues with their 
work? Does the group agree? If no more mentioned - prompt.
•  If no- Use prompts 
Prompts
Day to day: Is there anything that you do in your day-to-day activities that are 
related to environmental issues? Is there anything you would like to do, but can't?
Paper -  photocopying, printing, reuse of scrap 
Waste -  bins, paper, cans
Electricity - Switch off monitors at night, Phone Charger 
Travel
List of prompt questions will vary for each group depending on which function/dept 
they work in
Responsibility: Do you feel that your function has a responsibility? For what 
reasons? Possibly ask who should be responsible? (Nokia, snr. Management, Env. 
group, comms, everyone, someone else?) For what reasons?
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REVIEW OF NOKIA ISSUES USING LC DIAGRAM
Introduce LC diagram to probe for further Nokia issues 
Describe- Environmentally, Nokia takes a life-cycle approach, may be different to 
what you know as a LC. Idea is that we look at the life cycle of a mobile phone right 
from the beginning; where you take out the raw materials, - the material and 
components are processed and manufactured -  to where they are 
assembled/manufactured to MR- sold to trade customers- then the end consumer 
right through to where it gets thrown away in the bin.
Identify to group the area of their usual concern.
•  If you take a step out from your role/work and look at whole life cycle, Do you 
see any more environmental issues (in the LC) associated with Nokia as a 
whole that perhaps haven't been mentioned yet? Probe -  what reasons?
If time, Identify key issues which haven't been mentioned,
• No one has mentioned for what reasons/ why do you think this
is? (Never thought about it, not an issue, don't know, forgot)
AND FINALLY,
So you have raised (from sheet) as issues with these as the ones of most 
concern...
• Are there any other environmental issues you feel Nokia could/should 
be addressing? Summarise those most important issues raised, is anything 
new raised by the group?
ANY FROM GROUP? Is there anything that you want to raise or comment upon 
that hasn't come up?
Hand out Post FG form to be filled in
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Material is going to be collated with discussions from other FG, depending on what 
are the research findings we will then be able to see how these issues can be 
addressed. Info will be fed back into Env group, comms etc
THANK & CLOSE
Results will be out in the summer, copy of the report will be sent to you all. Turn off 
tape recorders.
LUNCH
(Buffet & veg option?). Feedback & more discussion
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APPENDIX C: Specific Suggestions
Local issues
• Include environmental issues in new employee induction
• Tour all the line meetings to raise profile of environmental group
• Plant up the trees at Southwood site (this has been done since completion of 
study)
•  Recycle office paper
• Recycling plastic cups
• Enable power saver screens on all PC's
• Assess and reduce energy (e.g. lighting, air conditioning) consumption of 
Southwood site
•  Inform employees on how to use the 3 segmented waste bin
•  Communicate env impacts using equivalent understandable measures
• Minimise taxi travel
•  Encourage public transport (e.g. guarantee 9.25 shuttle bus run)*
•  Give managers with company cars a fixed cash payment for their petrol*
•  Consider initiatives with a group of local schools
• Communicate environmental achievements to local community
Suppliers
•  Implement control system to check environmental aspects/approval for 
components
• Reward our suppliers for environmental issues, give Nokia certificate for 
'environmental improvement towards a better future' or give preferred supplier 
status of environmentally friendly products
• Communicate forthcoming environmental legislation & timetables to Sourcing 
group
EoL & DfE issues
•  Recycle plastic for use in other products (e.g. crisp packets)
T h e s e  s u g g e s t io n s  w e re  m a d e  in d e p e n d e n tly  by a n  e m p lo y e e  w h o  c o n ta c te d  th e  r e s e a r c h e r ,  a f te r  
h av in g  s e e n  th e  w e b s i te  fo r th e  s tu d y
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• Form environmental engineering group (to research & give advice on env 
alternatives)
•  Produce 'environmental' phone
• Environmental product program ( inc. suppliers, packaging, training the 
personnel etc)
• Push lead free harder
•  Place environmental representative at the top level Program Management. 
Communications
• Environmental road shows, Nokia W ay type symposium
• Inform Marketing of env issues/possibilities
Company
•  Reward employees for making environmental improvements
•  Integrate env aspects into IIP process.
•  Assess and reduce energy consumption of all Nokia buildings
• Address environmental issues as Nokia values, say we will be the most 
environmentally and socially aware company.
Health & Social
• Produce guidelines or policy on mobile phone use (MP etiquette & car safety)
•  Hold focus group type study on SAR issues
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APPENDIX D: Participant Profiles & Summary of 
Focus Group Discussions
This section provides an overview of the profile of each focus group and briefly 
summarises the nature of the discussion. The summary focuses on issues that were 
felt to be central to the group and also those which were distinctive, it does not 
record every issues mentioned within the discussion.
HR, Facilities & Admin Group
Group Profile
This group involved three women and one man, all of varying ages from Human 
Resources, Facilities and Administration.
Human Resources work to attract, retain and develop people for the company. 
Facilities look after the day to day running of the site and Administrative staff are 
involved in performing the administrative duties for various groups and departments.
Group Discussion
This group showed a keen interest and awareness of general environmental issues. 
Global warming and the long-term effects of burying animal carcasses were 
identified as key areas for concern. This can be largely explained by the fact that at 
the time of the discussion the US had just pulled out of the Kyoto Protocol and the 
Foot & Mouth epidemic in the UK was still in the media. Other general issues 
discussed were GM foods and concerns about Mobile Phone Masts. Participants 
suggested that media reports and differing scientific theories often confused people 
as to what to believe about environmental issues.
When talking about Nokia issues, the group tended to focus on local and site 
environmental issues, such as paper recycling facilities, leaving PC monitors turned 
on, waste bins, taxi travel, initiatives in the local community and the impact from 
constructing the new Nokia buildings. They identified the segmented waste bins 
under employee desks as an example of how Nokia may recycle, but two 
participants were unsure or "had never been told what they are for". This lack of 
communication was found annoying: one woman commented somewhat 
sarcastically "I was obviously not here on the day that was communicated". The
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group as a whole, however, conveyed a rather practical approach towards these 
local environmental issues and used terms such as 'good practise' and 'common 
sense' when discussing how they should be approached. While participants 
suggested that a collective effort to ensure monitors were turned off every night 
might result in substantial energy savings, some admitted that they sometimes left 
their monitors on overnight. For example, one woman said:
F: "If you look at this site alone, what, there must be 1200 people, if half of 
those people are leaving their monitors on all the time, I can't say I turn mine 
off all the time and I am as much to blame but if half again turned theirs off 
how much energy would you save?"
Participants felt that it is important for Nokia to care about the environment because 
of the impacts associated with manufacturing such large volumes of phones. They 
believed that as a commercial company, Nokia would only take environmental 
issues really seriously if they became a customer requirement or, in order to protect 
the brand.
The group all agreed that Nokia does have an impact on the environment but also 
said that if the company "...is doing something, it's not well communicated". 
Throughout the discussion the participants said that they felt ill informed about 
Nokia environmental issues and said that as part of support functions "...we get to 
know less about these things". However from the discussion, it was evident that 
they were actually aware of many issues; when prompted the group discussed the 
environmental impacts that occur at the manufacturing sites and also how Nokia's 
responsibility extends all around the life-cycle.
Nokia Design & MR Group
Group Profile
The groups involved four men and one woman, of varying ages, from Nokia Design 
group and Marketing Research.
The Nokia Design group looks into future designs and trends. Marketing Research 
are responsible for product marketing, market analysis and customer research.
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Group Discussion
The overall environmental awareness of this group was quite high with many 
different topics being discussed in the session. When talking about general issues, 
this group often picked up on the differences between the UK and other countries. 
For example, the UK (and European in this case) approach to the 'hole in the 
Ozone' was viewed as being rather laid back in comparison to other countries. 
Comparisons were also made between the poor performance of public transport 
and recycling facilities in the UK and other countries such as Japan, Switzerland 
and America.
With respect to Nokia environmental activities, one of the biggest concerns for this 
groups was how Nokia would cope with the sheer volume of returned phones and 
the associated recycling costs when the 'recycling' legislation (i.e. Waste Electronic 
and Electrical Equipment (WEEE) Directive) comes into force. The group also 
identified the logistical problem of getting people to return their phones for recycling. 
Incentives and/or trade customer partnerships were suggested as means to 
encourage this. One man suggested that an alternative "would be to design phones 
which last longer" and "to provide free software upgrades". However the group felt 
that this would "affect the whole kind of role of the company" and would also reduce 
overall company profits.
The group identified the health issues associated with mobile phones as a key 
environmental concern. Concern did not centre on the personal health effects, 
rather the issue was whether Nokia demonstrated responsibility towards this issue. 
The participants wanted to know more about how Nokia was addressing this issue, 
or at least wanted to be assured that "Nokia is being responsible in what it's doing, 
being active, rather than doing what the cigarette companies did". Participants 
pointed out that they are often expected to know about the EMF (electromagnetic 
fields) and radiation issues by people outside of the organisation, but felt that their 
knowledge of these issues was limited and suggested that they were being kept in 
the dark somewhat (" ...nobody within the company has told us what the situation 
is").
On the whole this group adopted a much broader interpretation of the meaning of 
the 'environment' and included many social issues in the discussion. The effect of 
mobile phones on society were discussed and 'mobile phone etiquette' such as the 
invasion of ring tones, car safety issues and street crime was identified as a key
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issue. One participant suggested that addressing some of these social issues would 
have more of an effect than recycling phones because it would be quicker and 
easier to do and would have a "big effect on how Nokia is seen". As a whole the 
group felt that these more social issues were something that Nokia should and 
could be addressing.
AMS & Sourcing Group
Group Profile
This group involved three men and one woman all of varying ages, from Sourcing 
(OLS) and After Market Services (AMS) departments.
OLS is responsible for finding suppliers and purchasing all materials, accessories, 
components etc and is also involved with logistics, manufacturing engineering, 
production etc. AMS are concerned with everything to do with fixing the phones 
once they have been sold to the trade customer.
Group Discussion
When discussing environmental issues, the participants in this group tended to look 
at the wider picture and considered issues up and down the life cycle. This was 
evident when talking about both general and Nokia environmental issues. For the 
more general discussion, the group talked about local recycling issues at length. 
The convenience of recycling facilities such as the location of bottle and paper 
banks, was seen as crucial to the success of council initiatives. The group also 
discussed how the resources (e.g. fuel and emissions from collection vehicles) used 
in collecting waste for recycling could outweigh the benefits from the recycling itself. 
One participant felt it was always going to be an "economic thing" with 
environmental issues such as recycling.
When discussing whether Nokia cares or should care for the environment, one 
participant said that "...they probably do, because of the roots of Nokia being within 
Finland" whilst another expressed "...I think Nokia has to do it, because it's right 
across the world and it's producing products at an enormous rate". Other reasons 
for being environmentally 'friendly' were put down to legislation, marketing 
opportunities, peer pressure ("because everybody else it doing it...") and also a 
responsibility to be so. One person said "...[as the] 12th largest company in the
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world, you expect it. You expect because of our volume ... we should have a 
responsibility, we should be showing people that responsibility".
The group noted that while product developments were often made which had 
associated environmental improvements, these were often not acknowledged. 
'Increasing talk time' was suggested as an example of this - improving battery 
efficiency has meant a longer battery life and lower energy consumption. 
Opportunities for raising the 'environmental flag' were often missed in this way. 
Some of the participants however said that care should be taken about promoting 
environmental aspects to the consumer as a product 'feature' as this may make 
them fashionable and one man said "...[whereas] fashions come and go and the 
environmental things should be here to stay as it were").
In order to get environmental issues to really 'happen', participants believed that 
they would need to be driven hard from the 'top'. It was felt that putting 
environmental items into 'milestones' wouldn't necessarily work. In fact, the 
participants demonstrated much frustration when discussing how unmet targets 
could sometimes pass progress reviews. The group suggested that the only way to 
avoid this was to include these items within people's checklists and to link them to 
an incentive, such as the employee bonus scheme. There was little faith however 
that this might actually happen.
Operations, AMS & Engineering Group
Group Profile
The group involved three men all of varying ages, from Operations (OLS), AMS and 
an Engineer from the Mechanics line.
Engineers work on the technical side of developing the mobile phones; they may be 
working on technology from early research point to a stage when the product is 
ready for manufacture. In this case the Engineer was part of the Mechanics line. For 
OLS and AMS see above.
Group Discussion
The participants of this particular group showed a relatively good knowledge of 
Nokia environmental issues but also expressed some very different views within the 
group. For example, when discussing how Nokia has approached the 'lead-free
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issue'14, one participant said "...we have embraced the whole environmental thing, 
quite ...well". However in contrast, another member expressed a totally different 
experience; " when I first came I was amazed, you're expecting to see Nokia being 
a Scandinavian company are really up with it. Mechanics, we're atrocious". It was 
evident that through their work, the participants had very different experiences and 
views.
This group argued that when looking at environmental there is a need to look at the 
"whole picture" and one participant used the term "cradle to grave culture". It was 
suggested that supplier environmental issues need to be assessed and 
environmentally audited. 'Logistics' was also discussed at great length. Although the 
group laughed together about the distances travelled by some components and 
products ("we have plastic mouldings that are more travelled than we are!"), two 
members of the group thought that there was often little choice in the matter. They 
felt that due to cost issues and the cultural and political situations between certain 
countries in the Asia Pacific region (where one country will not buy products which 
have been manufactured in another country) products were often subject to long 
logistic routes.
Throughout the discussion the group often drew upon 'Quality issues' and it was 
evident that Quality was seen as being similar or comparable to environmental 
issues. They identified the following problem: "The problem with quality in this 
company is that people don't realise that quality should be in-built, they think it's 
added at the end". One participant believed that 'building-in' both Quality and 
Environmental aspects would result in a better design but in order for this to 
happen, environmental issues would need to be turned into a "...metric that people 
will want...". It was suggested that carrying out a fully 'environmental' program 
would provide the evidence, in terms of benefits and savings, needed to encourage 
people to consider environmental aspects but this was also considered unlikely to 
happen.
14 The forthcoming W EEE Directive requires that all lead be eliminated from products from 
01/01/07
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Platforms, Engineering Group
Group Profile
The group involved four men and one woman, of varying ages from the Software, 
Hardware, RF, Mechanical Engineering lines and from the Prototype group.
Engineers work on the technical side of developing the mobile phones; they may be 
working on technology from early research point to a stage when the product is 
ready for manufacture. The Prototype groups are responsible for building the 
prototypes.
Group Discussion
This group showed a good awareness of both general and Nokia environmental 
issues. Amongst the general environmental issues 'packaging' waste was seen as a 
key concern. The participants identified packaging as often unnecessary and 
suggested that it was often used for aesthetic reasons alone. Yet environmental 
impacts were seen to arise from the "energy involved in creating it in the first place" 
and then again when "disposing of it". For these reasons the group saw this issue 
as something that should be addressed both generally and by Nokia. For example, 
one participant said:
M: Yes I think why are we [Nokia] doing that [lead free], why don't we 
concentrate on something like plastic packaging?
Facilitator: Plastic packaging?
M: Which we don't really need, we could get rid of quite easily.
When discussing whether Nokia should care about the environment, the general 
feeling was "yes, I think it's absolutely important that a big business like Nokia sets 
an example". However many different reasons were given as to why Nokia should 
care. It was felt that Nokia had just "got to do the right thing", it was seen as a part 
of "European culture" and "Nokia culture" to be responsible to the environment and 
it was also seen as important to protect the Nokia brand. But in response to whether 
Nokia does care, one participant replied "nobody shouts about it do they, I haven't 
see anything" and then another suggested that any care was more likely "...to do 
with these things around brand image before the actual environment".
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On review, the participants of this focus group discussed the environmental impacts 
of their work more than any other group. They all identified environmental impacts 
associated with their work but not all of the participants felt that it was in their 
capacity to make environmental improvements. Added cost and issues of reliability 
of the technology were noted as the downside to environmental issues. Also, 
material restrictions (which had been introduced for environmental reasons) were 
seen as possibly limiting the scope for latitude that companies have to comply with. 
It was felt that if Nokia was serious about the environment, then the driver should be 
from the company and that a top-down approach would "...sort out any arguments 
of either cost or delay".
Programs, Engineering Group
Group Profile
The group involved five men and one woman, of varying ages, from the Software, 
Hardware, RF, Mechanical and DSP Engineering lines.
For Engineering line see Platform, Engineering Group.
Group Discussion
The members of this group expressed some very different views between 
themselves when talking about general environmental issues. For example, some 
participants argued that human activities were having an effect on the environment 
and for this reason we should be concerned about our impacts (climate change and 
deforestation were given as examples of 'our' impact). Whilst others disagreed with 
this view arguing that the planet would eventually recover and that all we're doing is 
harming ourselves ("I don't think we can destroy the planet, I think it's vice versa").
Although such divergent views were expressed with regards to general 
environmental issues, there was more consensus on Nokia environmental issues. 
The group highlighted 'recycling' as an issue for concern, due to the responsibility 
"bigger companies" like Nokia would soon have placed upon them. For this reason it 
was thought to be a good idea to consider recycling now in preparation. The group 
acknowledged that mobile phones have short life spans and are regularly replaced, 
in comparison to other products, such as 'fridges', which are often kept for 5 to 10 
years and then often sold on second hand. For this reason they felt that it is 
important to think about the chemicals and materials used in mobile phones as they 
can become hazardous if disposed of incorrectly. The group discussed the 'lead
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free' issue and how it was gradually being implemented within Nokia. One 
participant found it "disappointing" that the lead-free issue had not been pushed 
further to other product projects within the company.
Some of those in the group were local residents and they raised some local 
environmental issues. "Negative" feeling amongst other local residents towards the 
increased traffic on the roads that has occurred since the new Nokia buildings have 
been constructed was identified. The group also discussed site environmental 
issues such as energy usage for lighting, air conditioning and running PC's (which 
are then left on overnight). These were seen as an area that should be addressed 
but it was felt that this would require 'education' to make individuals aware.
When discussing whether Nokia cares or needs to care for the environment, the 
participants felt that if the company has to care about the environment to continue to 
do business, then they will. For example, one participant said "... companies are not 
in existence to make the world a better place, companies are in existence to make 
money, therefore if we have to care about the world to make money then we will...". 
Another reason given as to why Nokia should care is because they are a "big media 
target". The group felt that if any environmental issue comes into the limelight, then 
it is usually Nokia's name at the top of the list because of the brand name and the 
media like "...to sling mud at the biggest companies they can find". So this group 
agreed that the company should care for the environment in order to protect the 
brand and company and, if environmental issues became a business requirement.
Senior Management Group
Group Profile
The group involved five men holding senior management roles within the UK, all of 
whom were from different lines/functions.
Group Discussion
The members of this group had a good awareness of general environmental issues 
but their awareness of Nokia environmental issues varied. Amongst the general 
environmental issues mentioned were views towards public environmental schemes 
such as household and council recycling and car taxation law. Whilst the group
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agreed that supporting environmental initiatives is the 'good' thing to do, when 'it 
starts hitting your pocket' then this was seen as different matter.
The Kyoto protocol was also raised in conversation and the participants talked 
about the implications of America's decision not to sign up. It was felt that if there is 
going to be an environmental policy such as the Kyoto protocol, then it has to be a 
worldwide policy in order for it to be effective. In fact environmental issues were 
seen as needing a top down approach, from a global level to a governmental level, 
right though to a company level. One participant thought that this would provide a 
fair playing field amongst companies. The participants felt that even driving 
environmental issues within Nokia would have to come from the top. One reason for 
this is environmental issues were seen as incurring cost and/or resources ("The 
issue with the environmental issues is that they normally cost")
While the group felt the company would do whatever was required at a mandatory 
level, they argued that anything over and above this would and should only be done 
for good business reasons. Environmental issues were not seen, however, to bring 
about big business benefits: none of the participants felt they had seen any 
evidence of this.
When discussing whether Nokia cares for the environment, one participant believed 
that from his experience with the effort and resources that are being put into 'going 
lead free', the company does pay more than lip service to being environmental. In 
contrast, others in the group felt that they didn't see Nokia doing anything beyond 
what anyone else was doing. However they all agreed that Nokia was more likely to 
be environmental than most other companies, due to the brand and Nokia Values.
When discussing environmental issues as part of their work, some of the 
participants admitted that they rarely (if ever) thought about environmental issues 
during their day. Even then, they said that it is difficult to drive environmental issues 
as they require resources and there is a lot of "...pressure to get the costs down". 
The group did however talk about their responsibility for driving initiatives within the 
company.
From the discussion it was evident that in some departments, environmental issues 
(particularly the environmental roadmap) are not being effectively communicated. 
The group also suggested, that environmental issues and the work that is going on
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within the company needs to be publicise much more. Participants felt this would 
encourage people to think more about environmental issues.
Nokia Environment Group
This focus group was carried out as a trial session but as the discussion went well 
and the topic guide was the same as that used in the subsequent focus groups it 
was decided to include the results within the analysis.
Participants in this group were selected from both Nokia Mobile Phones (NMP) and 
Nokia Networks (NET). Although some working differences with respect to 
environmental issues were highlighted between NMP and NET employees, many 
issues and concerns were common and were considered to be Nokia wide.
Group Profile
The group involved two women and two men, of varying ages, from NMP and NET 
Environment groups. The participants of this focus group are considered to have 
expert knowledge on Nokia environmental issues.
Group Discussion
Nokia's approach towards environmental issues proved to be a key talking point for 
the members of this group. Participants felt that the company's approach towards 
environmental issues is a reactive one, being driven mainly by legislation and 
customer requirements. Some frustration was expressed with this approach, with 
individuals asking questions such as: "but, where are we heading?", "what do we 
want?", " where's the proactive response?" The group felt that there was no clear 
communication addressing these issues and that this is something that needs 
addressing.
It was agreed that environmental activities were "moving on" within the company 
and that Nokia is performing well in comparison to competitor companies. However 
this was attributed to a bottom-up, rather than a top-down approach towards 
environmental issues. The group believed there was very little evidence of how 
Nokia is integrating environmental issues into more strategic decisions. All members 
of the group expressed the concern that "commitment from top management just 
doesn't seem to be there" and also, that European competitors such as Sony,
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Electrolux and Philips, display a level of commitment which "...massively exceeds 
anything we have in our organisation".
For further progress to be made, the group agreed that environmental issues need 
to be pushed down very strongly down through the organisation and supported at all 
management levels. They felt that environmental issues currently need 'internal 
sponsors' to ensure that they are fully implemented and addressed. Nokia's 
approach is that the environment is everyone's business but the group argued that if 
the company is really serious about the environment, they would consider 
integrating environmental aspects into people's personal targets, such as the IIP 
process.
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Section 1: INTRODUCTION
1.1 Introduction
As societal awareness, legislation and the prominence of sustainability have increased, 
organisations have experienced growing demands for corporate transparency and 
environmental and social issues are now featuring increasingly in the corporate agenda 
(Mclvor, 1999). The drivers for improved environmental performance and other ethical 
issues include regulation, customer expectations or preferences, market forces, competitor 
trends and investor requirements. Wide ranges o f companies from every sector are now more 
aware o f environmental issues and have also become more proactive (Howes et al., 1997). In 
fact, over the last few decades’ some organisations have changed from fighting and resisting 
environmental legislation to adopting a more positive approach to the environment.
The demands and pressures on organisations and industry as a whole can be attributed to a 
number o f different stakeholders groups. As companies are beginning realise, to be 
successful they need to address the needs o f their stakeholders and those who are engaging 
in stakeholder consultation are reaping unforeseen advantages. Experiences to date have 
illustrated that the priorities and strategies emerging from stakeholder dialogues turn out to 
be "...better rooted in emerging realities, more credible with all stakeholders, and, as a 
result, more robust" (Elkington, 1997). The pharmaceutical company Novo Nordisk believe 
that "...stakeholder consultation is a very important part o f our proactive strategy because 
the interaction helps us understand and identify new and evolving issues on the global 
agenda for sustainable development" (Novo Nordisk's Environmental report (1997)). Yet 
despite these benefits, stakeholder analysis is still relatively a new technique and 
understanding what defines a stakeholder and understanding their concerns and their 
influence is not a straightforward process.
This Progress Report presents the justification and definition o f my Engineering Doctorate 
project. The project objectives have been listed in Section 1.4 followed by the 'contribution 
to the environment' in 1.5. Section 2 illustrates the progress made throughout the first six 
months o f the programme, which have been concluded in Section 2.6 and Section 3 sets the 
objectives for the next.
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1.2 Project justification
It is becoming increasingly apparent that many companies in the electrical and electronics 
industry now recognise the need to implement environmental thinking into the design of 
their products. Employing a 'Life-Cycle thinking' approach there are many design 
modifications that can be made to improve the environmental burdens associated with a 
product. Design for Environment (DfE) is the paradigm or concept in which environmental 
requirements are added to and integrated with other requirements as part o f the normal 
design process. Factors such as recyclability, ease o f reuse, disassembly, material and energy 
efficiency are but some o f the considerations. However, once some of the more obvious 
modifications have been made it can become harder and harder to know how to make 
significant environmental improvements in design for environment.
"However, after this 'low-hanging fru it' has disappeared, the options fo r  improvement 
are harder to define and typically need more detailed examination o f  life cycle 
techniques, along with internal and external stakeholder needs and concerns. This 
requires further development o f  LCA and an approach to assess and prioritise, often 
disparate stakeholder concerns. " (Wright, 1999).
As its name implies, Life Cycle Assessment (LCA) provides a holistic approach that can be 
used to identify the ecological impacts o f a process or product through its whole life cycle. 
However once the ecological impacts have been identified through techniques such as LCA, 
how we interpret and prioritise the findings is subject to much controversy. There is a lack of 
scientific knowledge o f the effects (cumulative and otherwise) that some substances have on 
the environment and there are. the ethical implications o f ranking one ecological impact 
above another. Stakeholder involvement provides a means o f interpreting and prioritising 
environmental issues, which is important if organisations are to operate in a manner that is 
socially and environmentally acceptable.
Stakeholders are those people or organisations who may affect or be affected by an 
organisation's operation. The technique o f identifying ones stakeholders and understanding 
and responding to their concerns is known as 'Stakeholder Analysis'. Like many 
organisations, Nokia recognises the importance o f stakeholder consultation in long-term 
development and interpreting ecological impacts. Together with forthcoming legislation, 
Stakeholder opinions can potentially provide an integral part o f interpreting ecological 
impacts to focus the development of 'Design for Environment' in the product development 
process. An example o f a 'design for environment concept' is illustrated in Figure 1. Yet like
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many other organisations, Nokia's Environmental Group identified 'Stakeholder Analysis' as 
important for continued environmental development and to meet future needs.
Stakeholder objectives are often disparate and assessing social and environmental issues 
alongside the more conventional issues is an inherently new concept. To successfully 
integrate stakeholder concerns into corporate decision-making an approach is required to 
develop 'stakeholder analysis': defining who are stakeholders, what are their concerns and, 
how these social and environmental concerns can be reconciled against technical and 
economic performance issues. Developing techniques such as stakeholder analysis will 
enable companies to understand and respond to their stakeholders' needs far more 
effectively, whilst integrating environmental and social issues into corporate decision 
making will enable companies to take on the challenge o f sustainability.
Eco-efficiency
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11 Design for Environment
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Coming legislation 
Competitor activities
Life Cycle Assessment - Ecological impacts
Figure 1. A Design for Environment Concept, as proposed by Markus Terho (2000). NRC
1.3 Project definition
This project aims to assess, structure and prioritise environmental concerns alongside 
conventional measures such as technical and economic performance. Using the developm ent 
o f mobile phones as a specific example, this project aims to identify Nokia's stakeholders 
and establish their environmental concerns and priorities. However, before any research or
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analysis into the environmental concerns o f Nokia's stakeholders can be made, the word 
'stakeholder' and who they are with respect to Nokia must be defined. Using the information 
(i.e. questionnaires from trade customers and enquiries from end consumers) within Nokia as 
to the environmental issues o f concern as a starting point, a form o f social research will be 
necessary to identify the true concerns of the stakeholders. The range o f stakeholder attitudes 
will no doubt vary between groups and my project will aim to assess and reconcile these 
disparate objectives while measuring them alongside technical and economic issues.
Using the concerns and priorities o f Nokia's stakeholders as an input in the interpretation of 
environmental impacts arising from the production o f a mobile phone, the project aims to 
develop a means o f incorporating environmental concerns into the product development 
decision-making process. It is recognised that to make the most significant reductions in the 
environmental impact o f products, eco-design must be implemented at the pre-specification 
stage of design. As a result, my project aims to incorporate the environmental concerns as 
early on in the decision-making process as possible. In order for this to be achieved the 
research will initially review the decision-making processes presently used. It is appreciated 
that any integration o f environmental concerns into the decision-making process will require 
much consultation with the decision-makers themselves to facilitate successful 
implementation. It is also recognised that the structuring o f environmental, economic and 
technical issues is itself dynamic and as values change, the decision-making process must 
thus be flexible enough to withstand and reflect these changes.
1.4 Project objectives.
The objectives for the project can be categorised into long-term, broader objectives for the 
next four years and more specific objectives for the forthcoming year.
Long term  objectives
• Research and identify the concerns and priorities o f the stakeholders
• Research and perform an environmental analysis o f the supply chain
• Research and develop a means o f incorporating environmental concerns into the
decision-making process.
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First Year Objectives
Literature study 
Stakeholders
•  Research the definition o f a Stakeholder _
• Research and identify Nokia's stakeholders
• Review the concept o f Stakeholder analysis
• Review the methods for identifying the environmental concerns and priorities o f Nokia's 
stakeholders
R&Dfor Product development
•  Review the various stages of R&D
• Review Design for Environment in R&D
• Review the decision-making process and investigate the implementation criteria 
Decision Structures
•  Review the various forms of decision structures
• Review the respective characteristics o f decision structures
• Review the valuation o f concerns and prioritisation
1.5 Contribution to the environment
The Environment can be defined as,
"The surroundings in which a managed entity operates, including inanimate features 
as well as humans and other biotic systems. " (Fiskel, 1996)
One o f the core principles behind an EngD in Environmental Technology is that the research 
makes a positive contribution to the environment. My project will help contribute to the 
environment and overall sustainability. Sustainability has been represented in Figure 2. as 
achieving the correct balance between environmental, social and techno-economic issues.
Techniques such as Life Cycle Analysis enable us to quantify ecological impacts o f a 
product throughout its whole life cycle, but as highlighted, how we interpret these ecological 
impacts is subject to much controversy and at the moment there is no well-defined process to
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include environmental concerns into decision making processes. My project will provide 
part o f this link. By taking a life-cycle view and assessing the environmental concerns and 
priorities o f Nokia's stakeholder and then implementing the environmental issues into the 
decision making process, this project will deal with environmental impacts, social 
acceptability and techno-economic issues, i.e. all three dimensions o f sustainability. 
Illustrating that this project will provide a positive contribution to the environment in a 
sustainable manner
Figure 2. The concept o f Sustainability
2.2.5 Sustain
Techno-economic
issues
Environmental
issues
Social issues
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Section 2: October 1st 1999 to April 1st 2000
2.1 Aims and objectives for the period - October 1st 1999 to April 1st 2000
The immediate objectives for the first six months of the EngD programme:
• Familiarise with Nokia and the 'working environment'.
•  Gain awareness and familiarity with existing literature and research in this field o f work.
Project objectives for the first six months:
Stakeholders
• Research the definition o f a Stakeholder
• Research and identify Nokia's stakeholders
• Review the concept of Stakeholder analysis
• Review the methods for identifying the environmental concerns and priorities o f Nokia's
stakeholders
2.2 Stakeholder analysis
2.2.1 Introduction
This section illustrates the progression made into my project, during the first six months of 
the EngD programme. The following sections give a brief insight into stakeholder dialogue, 
consider the meaning o f a 'stakeholder' and discuss stakeholder definitions, Section 2.2.4. 
identifies Nokia's stakeholders, reviews each one individually and then proceeds with how 
they can be categorised.
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2.2.2 Stakeholder dialogue
Organisations are now realising their responsibility not only to recognise their stakeholders 
but the necessity and also benefits that can be acquired through stakeholder dialogue.
"Stakeholder dialogues are seen as especially crucial when a company faces 
significant issues or even a potential crisis. Getting opinions and perspectives helps 
executives understand a range of view, and can steer them away from making 
decisions that can cause real problems- for everyone” (WBCSD, 1999)
We are now living in an era where organisations need to be more open and socially and 
ethically accountable. Stakeholder consultation is a technique used already by market 
researchers to determine consumer preferences and feedback for product innovation. 
However, at a time when ethical issues are gathering more publicity and prominence and 
sustainable development is a desirable goal, stakeholder engagement could potentially 
provide far more benefits. The technique can provide decision-makers as a whole (not just 
executives) with multiple perspectives or a means to reconcile controversial or just 
potentially difficult issues. In accordance with sustainability, stakeholder consultation can 
also be used to facilitate public acceptance and ensure sustainable decision making. In fact, 
experiences to date have illustrated that the priorities and strategies emerging from 
stakeholder dialogues turn out to be "...better rooted in emerging realities, more credible 
with all stakeholders, and, as a result, more robust" (Elkington, 1997).
Shell's Brent Spar and Monsanto's GM food crisis are prime examples where two large 
multinational companies have been accused, rightly or wrongly, o f social and environmental 
injustice and have suffered for their failure to consult their stakeholders. As a result o f their 
experiences Shell Group's chairman Mark Moody-Stuart says "...w e [Shell] won't achieve 
our business goals unless we are listening to and learning from the full range o f our 
stakeholders in society" (Loughran, 1999). On the whole, most publications state quite 
clearly that stakeholder consultation is very important and has brought many unforeseen 
advantages. In fact the word 'stakeholder' can be spotted in nearly every business and 
environment magazine, journal and publication at the moment (e.g. BATE, 1999b & 2000, 
ENDS, 1999, Environment Business Magazine, 1999, J o f Sustainable Product Design, 
1999). Yet despite the frequent occurrence o f stakeholder work and the benefits o f 
engagement, there has actually been little research to date and as far as the author is aware, 
very little (if any) work has explored into what is actually meant by a 'stakeholder'.
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2.2.3 Defining a stakeholder
Broadly speaking a stakeholder is 'anyone who is affected or has an interest in the 
project/decision/operation/organisation' and although most stakeholder definitions are 
worded slightly differently, each is assembled around this core statement. Stakeholders have 
been defined and interpreted as,
"Someone with a legitimate interest in the decision". 'Legitimate' defined as 
someone who may be affected by the decision (Cowell et al, 1997).
"Any person, group or institution that has an interest in an activity, project or 
programme" (ODA, 1995, p2).
"Those affected by, or with a legitimate interest in the decision" (WBCSD, 1999)
"More-or-less organised groups of people who stand to be affected by the 
implications of a decision and who directly or indirectly have the power to or are 
given the opportunity to influence the consequences of a decision". (Earl, 1998).
"Those people who are affected by and affect a company's activities" (IBM report, 
1995).
"Stakeholders include those expected to benefit from or be adversely affected by 
projects. Stakeholders also include institutions and individuals with an interest in a 
policy or project, including NGOs, intermediary organisations, public interest groups, 
private sector businesses, and technical and professional bodies." (As defined by 
the World Bank in MacArthur, 1997)
"Socially organised groups that are or perceive themselves as being affected by the 
decision" (Renn et al, 1998, p259)
"Anyone who could be affected for good or ill by the company's impact on the 
environment" (RCEP, 1998)
Most if not all definitions use the terms 'affect, effect, influence or interest' yet no definition 
has gone so far as to define what 'an effect' is or what constitutes 'an interest' or 'influence'. 
By nature a 'definition' is a formal and concise statement of the meaning o f a word, phrase 
etc. or criteria which uniquely identify it. Although 'those who affect or are affected by a 
company's operation' provides us with 'a' definition, there is much (perhaps too much) 
ambiguity behind the concepts o f ' to be affected' and 'to affect'. Depending on their 
interpretation, one might argue that many stakeholder definitions are actually the same only 
worded slightly differently. We can accept that 'an effect' can be a two way process, that is, 
there are the groups who the organisation/project can affect and then there are the people 
who can affect the organisation. An effect can be good or bad and we could argue that even 
if  the effect or influence is not direct that is, it occurs indirectly via intermediates, the source
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o f that effect or the 'affector' is still a stakeholder. What we consider to be an effect and how 
far we extend the line o f responsibility could have serious implications for LCA and 
intergenerational equity. Though, however a stakeholder is defined, the issue remains, what 
actually constitutes an affect or an influence, how can it be identified and where do the 
extremes lie.
Literally speaking or according to Collins English Dictionary (1994) and The Concise 
Oxford Dictionary (1964) affect, effect, influence and interest have been described as 
illustrated.
Collins English Dictionary
affect 1. to act upon or influence, esp. in an adverse way. 2. to move or disturb 
emotionally or mentally... 4. Psychol, the emotion associated with an idea or set of 
ideas.
effect 1. something that is produced by a cause or agent; result. 2. power or 
ability to influence or produce a result.
influence 1. an effect of one person or thing on another. 2. the power of a person 
or thing to have such an effect...8. to have an effect upon; affect, 
interest 1. the sense of curiosity about or concern with something or someone. 2. 
the power of stimulating such a sense...4. something in which one is 
interested...6a. a right, share, or claim esp. in a business or property, b. the 
business, property, etc., in which a person has concerns... 11. to cause to become 
in involved in something; concern.
The Concise Oxford Dictionary
affect 1. produce (material) effect on. 2. act on, influence...
effect 1. result, consequence...
influence 1. action insensibly exercised (upon). 2. moral power (over, with, 
person etc)
interest ,n 1. legal concern, title, right, (in property); pecuniary stake... 3. thing in 
which one is concerned... 5. Concern, curiosity
In referring to the Collins and Oxford extracts as seen above, there is actually a lot o f cross 
reference between the meanings o f affect, effect and influence. As illustrated, an 'influence' 
or an 'effect' may be demonstrated materially and therefore be measurable or it may occur on 
an emotional level and therefore be somewhat intangible. If  an effect is not necessarily 
visible to the human eye or measurable, how do we make comparisons? Another 
complication arises when we consider lag times, for example the effect o f an action o f today 
may not be instantaneous and may take quite a while before it becomes evident.
Without a concrete definition, the net cast is potentially infinite and deciding upon who is 
affected and who is influenced is subjective and will vary from person to person. Renn's 
interpretation o f a stakeholder is rather interesting as it is includes those whom the
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organisation classifies as being affected and allows those who perceive themselves as being 
affected, to be included as well. Although this approach can be seen as ethically correct, 
practically it might be very difficult to implement. Validating the terms however and 
providing a clear definition does give rise to a worrisome issue o f its own; the possibility of 
exclusion. If  the statement is to be practically applied and used to distinguish between those 
who are and are not relevant, then it is important to clarify all concepts and provide a 
concrete definition. Perhaps unknowingly, a detailed definition sets boundaries and could 
result in the exclusion o f some stakeholder groups. On the other hand an open definition sets 
no boundaries but is plagued with the troubles of vagueness and subjectivity. We find 
ourselves in a catch 22, a dilemma which is also inferred by the use o f 'legitimate' in Cowell 
et al (1997) and the WBCSD (1999) definitions.
So as not to exclude any individuals or group o f individuals or set any boundaries, for the 
time being stakeholders will be defined simply as.
" those who are affected by or can affect an organisation's operation, for good or 
bad”.
In this definition an effect may be good or bad, it may be direct or indirect. I am also 
tempted to say that an effect may be either on physical or mental level. Although essentially 
this definition may have included every single being in the world, where we draw the line 
should be an issue o f practicality and not bounded by a definition.
2.2.4 Nokia stakeholder identification
Today, business operates in a much more complex and regulated world, meaning that 
companies perhaps have far more stakeholders now than in years gone by. Traditional and 
more obvious stakeholders might include shareholders, insurers, legislators, customers and 
possibly employees. To identify these perhaps less obvious interest groups, requires one to 
look at how an organisation sits in society, the industry as a whole and how business is 
conducted.
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'No firm  exists in a vacuum [and] every industrial activity is linked to thousands o f  
other transactions and activities and to their environmental impacts' (Graedel et al,
As a mobile phone company, Nokia is located within a very fast moving and competitive 
industry. On a daily basis Nokia employees interact with a variety o f individuals from 
professional, academic, research and technology organisations and associations. Like every 
other organisation, Nokia must conform to legislation and is subject to constant scrutiny by 
environmental groups and the media. Each Nokia site, whether it be a manufacturing plant or 
a research centre, is located within a community, yet on the bigger picture Nokia is just one 
part o f a huge supply chain.
The organisation receives materials, components, products and services from a host o f 
suppliers and manufacturers, which are then assembled and the finished product is 
distributed to the trade customers and then finally to the end user in the street. With an 
increasing shift towards life cycle thinking the focus is no longer site specific but 
forthcoming legislation and concepts such as producer responsibility and supply chain 
management demand that organisations expand their responsibility beyond their immediate 
business. Stakeholder groups can be located both up and down the supply chain.
In looking at the organisation and the supply chain it is possible to identify many different 
stakeholders, all of who interact, affect or are affected by Nokia at various stages, by various 
mechanisms and to varying degrees. These are listed is the next section.
2.2.5 Nokia stakeholders
On review, seventeen different stakeholder category groups have been identified. The most 
distinct stakeholders groups identified are illustrated in Figure 3. Owing to the nature o f 
what defines a stakeholder and so as not to set any boundaries it must be noted that the list o f 
groups identified here may be subject to revision.
Each stakeholder has a unique interaction with Nokia. Each relationship is dynamic and may 
vary considerably with time. In a stakeholder analysis, stakeholders groups once identified, 
are often then sorted under various adjective titles such as primary, secondary, borrowing, 
key, external, active and passive, but to a large extent, some of these differences are 
semantic (MacArthur, 1997). Most practise suggests that a distinction should be made
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between stakeholder groups who have a 'directly involvement' or have a 'legitimate interest' 
and those who 'do not have a legitimate interest' (MacArthur, 1997, Cowell et al 1997). 
Although one can determine with which stakeholder groups there is an 'direct interface' with 
at the moment, this will undoubtedly change with time. As to whether a stakeholder group is 
'directly affected' as illustrated is not so easy to determine. Classifications may also be made 
as to which aspect the stakeholder group may participate or be interested in; for example 
shareholders, investors and insurers can be categorised as 'financial stakeholders' (Camarota, 
1999). However, where shareholders, investors and insurers may be concerned with the 
financial performance o f an organisation there is increasing evidence o f their ethical 
concerns as well (see section 2.2.5.2).
Figure 3. Nokia Stakeholders
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Owing to the lack of clarity between the various groupings and the subjectivity involved in 
attributing/assigning concerns to stakeholders, Nokia stakeholders have been broadly 
separated into three main categories: internal, external or surrogate. Internal stakeholders 
include those people who are employed and work within Nokia. External includes all those
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stakeholders outside o f the Nokia organisation, who are have been identified and included 
but who do not fall under the surrogate classification. Surrogates include all those groups 
which have been acknowledged yet cannot be represented or whose effect or influence on is 
negligible.
Table 1. Stakeholder categories and groups
Category Stakeholder group
Internal stakeholders Employees
External stakeholders
Competitors
Consumers
Contract & joint venture manufacturers 
Environmental groups 
Local communities
Legislators & governmental organisations 
Media groups
Professional and academic organisations 
Shareholders, lenders & insurers 
Suppliers & supply partners 
Trade associations 
Trade customers
Surrogate stakeholders Biosphere, future generations, industry, unions
The interactions, concerns and influence o f each stakeholder vary from one to the next. Each 
identified stakeholder group is defined and described in the following sections. Where the 
source is not indicated, it must be noted that the stakeholder definitions have been written for 
the purpose o f this document.
2.2.5.1 In ternal Stakeholders 
i) Employees
Employees: those persons who are hired to provide a  service fo r  and by NMP.
19
E ngineering D octora te A b i Oxley Green
Employees form one o f the most obvious stakeholder groups. As an integral part, employees 
facilitate all functions o f organisation's operation. They are responsible for the product 
innovation and design, they highly determine whether production goals are met and establish 
sales agreements with trade customers.
Although subject to many external pressures from environmental pressure groups and 
encroaching legislation, it is reported that not all pressure comes from outside the company. 
In the case o f companies illustrating 'good corporate behaviour' businesses are also changing 
from the inside, as "a new generation of managers is becoming acutely aware of a need to 
align personal and corporate value systems with those o f society outside the factory gate" 
(WBCSD, 1999). Broadly speaking,
"The environmental focus o f  internal stakeholders is on the processes that create 
value fo r  the customers, produce acceptable financial results, and integrate the 
organisation with the communities, public policy-making bodies, and ecosystems with 
which it interacts" (Camarota, 1999)
Whether employees have a business based or technical role, they like to feel they are 
working for an ethical organisation, which includes both social and environmental issues 
(Wright, 1999, p l4 , Part A, Vol. 1). As well as conforming to legislation and for the benefit 
that integrating environmental issues may bring to the organisation, employees as members 
o f societies may also have personal high ethical viewpoints on environmental and social 
; issues. vNew management theories stress the importance o f employee satisfaction and some 
employees may personally value the ethical and environmental principles o f their 
organisation, quite highly. Yet how much these personal viewpoints impinge upon their day 
to day decision making is expected to vary from person to person.
Nokia has a global work force o f more than 55,000 people. As an organisation Nokia is 
committed to the Environment and an employee survey showed that 79% o f NMP 
employees 'agreed' or 'tended to agree' that they were working for an environmentally 
responsible company (Internal employee Questionnaire, 1999). However the actual extent 
towards which environmental concerns rate with the employees and/or impinge into their 
everyday decision-making is expected to vary from one to the next.
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2.2.S.2 External stakeholders
i) Competitors
Competitors: Persons or organisations who supply mobile communicators (and 
enabling technologies).
Over the last decade the telecommunications industry has undergone substantial 
developments. Five to ten years ago, mobile phones resembled the common house brick and 
had a standby time1 of only a few hours, but now you can view your weekly planner, take 
photographs and access the Internet via your mobile phone or perhaps a more aptly, via your 
mobile communicator. The electronics industry by nature is a very high-tech and dynamic 
sector and organisations are generally quite competitive. In terms o f mobile technology, over 
the last few years, we have seen a convergence between mobile phones and personal 
organisers, PDAs (personal digital assistants) and we are now experiencing a great potential 
with the industry convergence between mobiles and the internet (see Figure 4 in Appendix 
1). Whereas a mobile phone company would have typically regarded their competitors to be 
those organisations that only manufactured mobile phones, as the industry continues develop 
and converge, the concept o f a competitor is now much wider.
Although an organisation might be slow to acknowledge its competitors as a stakeholder 
group by definition they do fall under the stakeholder classification. As a highly competitive  ^
consumer global market, mobile phone companies are constantly anticipating customer 
requirements, market trends and new industry developments to gain that competitive edge. 
Companies are continually competing in their product times to market and being the first to 
announce a particular prototype. Competition is highly responsible for rapid innovation and 
environmental performance is just one of the criteria that can differentiate between products 
and bring competitive advantage (Mead et al, 1998).
Nokia Competitors
As illustrated above, every organisation in the telecommunications and even the electronic 
sector is a potential competitor. Nokia's current competitors can be regarded as those 
companies who fall under the definition provided and are listed in Table 2 (Appendix 1)
1 Defined a s  the longest possible continuous time you can have the power on, waiting for calls
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under three tiers. Tier 1 competitors are perhaps the most obvious and are those 
organisations who manufacture mobile phones/communicators. It must be noted that Tier 1 
organisations may also be Tier 2 and Tier 3 competitors as well. The Tier 1 companies are 
those who compete with Nokia for shares in the Cellular manufacturers' world market. These 
competitors are o f the primary interest to the market research department.
Tier 2 competitors comprise o f those companies who manufacture PDAs and handheld 
computers. Within their product range, Nokia manufacture a product known as 'a 
communicator'; this is essentially a personal organiser and a mobile phone. The market for 
PDAs is much smaller than that for mobile phones and Tier 2 competitors are far fewer in 
number.
Tier 3 competitors include those companies who are concerned with the enabling 
technologies. They might produce the software technology used to facilitate the 
'communication' or they may be content providers. Although not inherently monitored and 
considered as true competitors, Tier 3 type companies cannot be ignored owing to the sheer 
rate of organisational divergence.
It is undeniable that competing organisations influence and affect the innovation process and 
stimulate product development in some form or other. In terms o f environmental issues, 
competition is regarded as an important driver for DfE (Design For Environment). However, 
apart from this competitive factor there are also occasions when telecommunication 
organisations join forces, for example, under the umbrella of ECTEL, Alcatel, Ericsson, 
Motorola, Panasonic and Philips have organised themselves to actively address the issue o f 
end-ofdife management o f cellular phones (Ectel report, 1997). There are also signs that 
competitors are working together to develop and synchronise substitute materials, driven by 
forthcoming legislation. In some situations competitors are realising that together they are 
far more effective at achieving an overall objective and realising that alone they are just not 
big enough.
ii) Consumers
Consumer: Persons or groups o f  persons who use, or are likely to use mobile
communicators, or who represent consumer needs.
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Consumers are an essential component to the success o f any organisation. An extensive 
long-term survey carried out in America to monitor changes in environmental concerns, 
asked respondents to choose between "We must sacrifice economic growth in order to 
preserve and protect the environment" and the converse. The survey reported that from 1976 
to 1990, those choosing to sacrifice economic growth grew from 38 to 64 percent, while 
those preferring to sacrifice the environment dropped from 21 to 15 percent (Kempton et al., 
1995, p4). Across the Atlantic, Worcester (1995) also reports that "Twice as many o f the 
British public said they would choose to protect the environment at the expense o f the 
economy as said they would protect the economy at the expense of the environment". During 
the last few decades consumers have become far more concerned about the overall 
'greenness' o f companies and their products (Wright, 1999, p9). However there still appears 
to be a differential between the high levels of expressed concern and actual buying 
behaviour (Frankel, 1998).
People may buy mobile phones for business purposes, personal use, use in emergency 
situations or even as a fashion or image accessory and consumers will choose the phone that 
best suits their criteria. Market research has shown that price, quality, convenience, style and 
ease o f use are more important to the consumer than the environmental properties of 
products and services. This is often seen to vary from country to country; for example, 
Germans are much more willing to pay for products and services of improved environmental 
performance. If  consumers make it clear through their spending choices that they want 
greener products or environmentally responsible firms, changes will sooner or later sweep 
through industry (Welford et al, 1996, p i34). Consumers are essential to the ultimate 
success of any environmental strategy.
Nokia consumers
Under the category group of 'consumers' fall all the people in the world who own and use a 
Nokia mobile phone and those people who are regarded as potential users. Market sales and 
the penetration rates of cellular phones from country to country are continually reviewed and 
published. The number o f worldwide users and subscribers for 1999 was estimated at 284 
million and having a global market share o f 26.9% Nokia has a huge number o f end 
consumers (Dataquest, 2000). The market research department forecasts the potential 
consumers as those people who are likely to use a mobile communicator in the next few 
years. Also included in the consumer stakeholder group are those people who are concerned 
with looking after the interests o f the consumer, that is, consumer groups. Consumer groups 
are primarily concerned with looking after consumer interests, ensuring they receive the
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products and services o f a satisfactory standard. Magazines such as 'Which' are highly 
respected by consumers to give helpful and unbiased advice on consumer products.
Other examples of Consumer groups are as follows:
Table 3. Consumer Groups
Some Consumer groups
WHICH, National Consumer Council, Welsh Consumer Council, Scottish 
Consumer Council, General Consumer Council for Northern Ireland, Consumer 
Congress, Consumers Association, Trident, Consuming Interest, Watchdog, DG 
Health and Consumer Protection, Ethical Consumer magazine, New Consumer and 
Consumer Group USA
Although much social research is carried out, both out and in-house, to establish the present 
and futures consumer needs and wants of their mobile phones (see Bout 1998 'User wants 
and Needs'), as far as the author is aware very little is known about the environmental 
concerns of the consumers and mobile phones.
iii) Contract & joint venture manufacturers
Contract & joint venture manufacturers: Persons or organisations manufacturing 
products to NMP ' specifications to be sold as such and /or under the Nokia brand 
name (as defined by Nokia).
Nokia Contract and Joint Venture Manufacturers
Contract manufacturers and Joint venture manufacturers are essentially organisations who 
work with Nokia, manufacturing products as defined above. The scope o f what a Contract 
and Joint venture manufacturer can manufacture is unlimited.
Although as organisations this stakeholder group may have their own environmental policies 
it is unlikely that they would enforce any environmental requirements upon Nokia. 
Examples o f Nokia's Contract and Joint venture manufacturers are listed in Table 4, 
Appendix 1.
24
Engineering D octora te A b i O xley G reen
iv) Environmental groups
Environmental groups: Independent, non-profit, non-governmental organisations of 
people who act as pressure groups for the protection of our (global) environment.
Environmental pressure groups like Greenpeace, Friends o f the Earth and the World Wide 
Fund for Nature are constantly gaining power. Environmental groups are now more 
organised, engage themselves in research and have become more credible over the last few 
decades. Although many companies find themselves as targets, the most forward o f 
companies are now realising the benefits of forming relationships with Environmental 
NGOs. In fact some of the most forward thinking insurance companies are even sitting down 
with groups like Greenpeace to see have they can work together to encourage organisations 
to address their environmental risks (Elkington, 1997, p28)
At the moment, Environmental groups are alone not always considered to be very powerful. 
However they often co-operate with other stakeholder groups, particularly the media, and 
where the environmental groups take the action and the media report it, together they can put 
far more pressure on companies than most other interest groups (Welford, 1997, p i 15). 
Some of the most prominent Environmental Groups have been listed below in Table 5.
Table 5. Environmental Groups
Examples of Environmental Groups
British Ecological Society, BUND Centre for Environmental Initiatives, Earth First! UK, 
Earthwatch Institute International, Friends o f the Earth (International), Global Witness, 
Green Alliance, GreenNet, Greenpeace, World Wide Fund for Nature WWF 
(International), 20/20 vision, Suomen Luonnonsuojeluliitto (Finnish Association for 
Nature Conservation), Natur och Miljo (Finnish Society for Nature and Environment.
v) Legislators and governmental organisations
Legislators and governmental organisation: International, national and local 
committees who prescribe legislation for a community regarding the environment, 
taxes etc and those bodies affiliated to the government and who are concerned with 
research, regulatory and advisory functions.
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Legislation
As we have become more aware o f the effect that Industry has on the environment, 
legislation has increased and we have seen a shift away from production processes to 
concentrate more on products or services. In particular, regulatoiy pressure on the 
electronics industry has been steadily increasing, as waste electrical and electronic 
equipment is one o f the sectors targeted under the Government's Producer Responsibility 
initiative.
In 1991, scrap electrical and electronic equipment was chosen by the European Commission 
as a prioirity waste stream for action. This waste stream was selected owing to the increasing 
volumes, the potentially hazardous and toxic nature o f the stream and the potential to 
increase reuse and recycling rates (Lunnon, 1999). At the moment the directive for the 
recovery of end-of-life waste Electrical and Electronic Equipment is in its third draft but 
directives for packaging and packaging waste and batteries are already in place (Lunnon, 
1999).
Legislators and Regulators
Table 6. Policy Makers and Regulators
Policy M akers
DETR Dept, of the Env., Transport and the Regions, Dept, o f the 
Env. for Northern Ireland, Scottish Office Agriculture, Environment 
and Fisheries Department. Dept, o f Trade and Industry, Ministry o f 
Agriculture, Fisheries and Food, Dept, of Trade and Industry, 
United Nations,
Regulators Environmental Agency, Scottish Environmental Protection Agency, 
Oftel (Regulator for UK Telecommunications industry), Ofwat 
(economic regulator for the water industry), Forestry Commission, 
Local authorities.
Policy makers can prescribe legislation at regional, National and European levels. However 
those who prescribe the legislation do not usually monitor and ensure that it has been 
implemented. For example the Department o f the Environment (legislator) may make the 
regulations but the Environmental Agency (Regulator) is responsible for ensuring that
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companies are compliant. Whereas a company may interact regularly with a regulator, they 
need never come into contact with a legislator. Legislators can have absolute influence over 
companies and environmental issues but they may not ever physically come into contact 
with the company and thus provide a very challenging stakeholder group for any 
organisation. Examples o f policy makers and regulators are provided below in Table 6.
vi) Local Communities
Local communities: Persons who are local/reside locally to any NMP or key NMP
Supplier site.
Companies across all industrial sectors, from telecommunications to oil and gas and mining 
enterprises are beginning to place a greater emphasis on developing and maintaining an 
image o f being a good neighbour (Howes et al., 1997). Good company behaviour can reduce 
the number of public complaints, avoid bad publicity and even assist in smoothing the way 
for new investment. Local communities are primarily considered as important stakeholders 
when they live around production sites, particularly high impact sites. In the case o f Nokia, 
many of the employees who work on the production plants often live within the local 
community with their families. Where manufacturing sites are also in the public eye, 
although they may not emit airborne emissions like a chemical site Nokia sites are always 
frequented by heavy-duty lorries delivering and collecting goods to and from the plant.
As there is an increasing tendency for organisations to illustrate a responsibility towards 
their suppliers, organisations are also experiencing some responsibility to their suppliers' 
local communities as well. Examples o f the locations o f Nokia's production facilities and 
those o f Nokia's suppliers have been listed in Table 7, Appendix 1.
vii) Media groups
Media groups: Persons or organisations who are responsible for and provide a 
means for the communication of information to the public.
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Information can now be conveyed to the public via one of many means. Television, radio 
and newspapers have provided the traditional media but the advent o f the Internet means that 
information can now be assembled and broadcast to the public within a matter o f minutes 
after an event. Although the television and internet are the media by which the information is 
communicated, the process itself is facilitated by the reporters, newsreaders and 
broadcasting companies etc. So when we refer to the 'media' we are actually referring to the 
people who facilitate it and the actual communication o f information.
Historically the relationship between companies, the media and environmental issues has 
never been a good one. The media willingly reveal the environmental shortcomings o f 
companies to the public, although their environmental achievements are hardly ever the 
source o f a good news story. The infamous Shell's Brent Spar and Monsanto's GM crisis and 
other contentious issues have demonstrated the power o f the media and how they can help to 
shape opinions about companies (Wright, 1999, Part A, Vol. 1). Indeed the media has played 
a great role in companies gradually giving way to openess.
'New information technologies, coupled with employee allegiance to much broader 
social agendas, mean that companies can no longer count on their ability to maintain 
secrecy over time' (Elkington, 1997)
With the information revolution, the media has become a far more influential stakeholder but 
we must not forget that the media also provides a great service. The media facilitates the 
sharing o f knowledge and also enables companies to keep astride new developments and 
with what is happening elsewhere in the industry and in deed the world. Examples o f the 
media are illustrated below in Table 8.
Table 8. Media Examples
Television For UK and Finland. BBC, ITN (programmes like Tomorrow's 
world), CNN, Yleisradio, Alma Media, Sanoma WSOY
Radio BBC, Radio 1,2,4,5...
Newspapers and 
magazines
For UK and Finland/Times, Telegraph, Observer, Mail, Express, 
Helsingin Sanomat, Turun Sanomat, Aamulehtui, Savon 
Sanomat, Lapin kansa
PC 's and mobile 
com m unicators
Internet
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viii) Shareholders/Lenders/Insurers
These definitions have been adapted from those provided in Investor words (1999) and 
Collins English Dictionary (1994).
Shareholders: Persons who own any equity in NMP, which also entitles the right to 
declared dividends and the right to vote on certain company matters.
Lenders: Persons or organisations who exchange money paid later for money 
received now by NMP.
Insurers: Persons or organisations who secure payment of money to NMP in the 
event o f damage to the company in exchange for periodic payment and who also share 
risk of financial loss.
Traditionally shareholders, insurers and lenders are primarily concerned that an organisation 
provides an adequate financial return, maintains a positive cash flow and provides adequate 
dividends. Providing financial support to the company, shareholders are also entitled to vote 
on certain company matters. At present, there is still a reluctance for financial institutions, in 
a competitive and international banking market, to press environmental conditions on 
customers (Howes, 1997). However, as investors find themselves potentially liable to 
financial risk and as the penalties for committing environmental offences are more 
substantial than ever before (Cawsey, 2000), investor pressure on organisations is on the 
increase. The scale o f the losses sustained to date by the insurance industry over 
environmental issues is huge.
'As much as a fifth of the losses which rocked Lloyd's insurance market to its financial 
foundation were linked to policies covering risks related to asbestos, soil 
contamination, and toxic or radioactive wastes.' (Elkington, 1997, p27)
As a result some forward-looking insurers are determined to make sure that industry is alert 
to environmental risks. The number o f ethical investment trusts and pensions is growing and 
last year saw the launch o f the world's first sustainability index: the Dow Jones 
Sustainability Group index, the first index to track the performance o f the leading 
sustainability driven companies worldwide (SAM Sustainability Group, 1999).
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Investors are often using the disclosed information to score companies. This should be more 
easily facilitated as environmental reporting procedures improve; for example, Earthwatch 
Institute has released a number o f recommendations for best practise in corporate 
environmental reporting (BATE, 1999a).
Nokia shareholder/lenders/insurers
Rather than on day-to-day running, investors influence an organisation on a strategic level. 
As to whether any Nokia Shareholders, lenders or insurers have specifically asked to address 
environmental issues is unknown to the author. In total Nokia had 30,339 registered 
shareholders in 1998 (Nokia Annual Report 1998) and the largest registered shareholders on 
December 31st 1998 were as shown in Table 9.
Table 9. Nokia's largest registered shareholders
Shareholder % o f shares
Nokiterra Oy 5.3
Pohjola Group Insurance Corporation 1.5
UPM-Kymmene Corporation 1.0
Ilmarinen Mutual Pension Insurance Company 1.0
Suomi Mutual Life Assurance Company 0.8
Industrial Insurance Company Ltd. 0.8
The Local Governments Pensions Institution 0.7
Svenska Litteratursallskapet i Finland rf 0.6
Varma- Sampo Mutual Pension Insurance Company 0.4
Pohjola Life Assurance Company Ltd 0.4
Nokia's insurers are listed in Table 10, Appendix 1
ix) Suppliers and supply partners organisation
Supplier and supply partners organisations: Persons or organisations that provide 
or have the potential to provide a product (material or component) or service to NMP 
and/or have formed a contractual agreement to research, develop new technologies 
and benefits with/for/by NMP. Global supplier: a supplier, which is common for
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several or all NMP sites. Local supplier: a supplier resident close to a NMP location, 
may be co-located. Regional supplier: a supplier residing in the same geographical 
region as the NMP site it serves
Suppliers form an integral part o f any organisation. Nokia manufactures mobile 
communicators and is therefore dependent upon a huge supply chain involving companies 
from all over the world. In the attempt to remain at the forefront o f this high tech industry 
Nokia is also continually searching for new concepts and developing new technologies both 
in house and with other organisations. This is not to mention the hundreds o f services it 
employs to ensure that regulations are met and products are delivered.
Defined as those who supply any form of products or service, suppliers and supply partner 
organisations probably form the largest stakeholder group. Examples o f Nokia suppliers are 
given in Table 11, Appendix 1. Suppliers include all those organisations who may provide 
components, modules, assessories, packaging materials, design resources, logistic services, 
recycling services or maybe mutual benefits such as market development, product 
development, system development, research, data access, standards, bench marking or 
financial. The scope is very wide.
What actually distinguishes a supplier from a partner organisation is not distinct. Every 
Nokia approved supplier is actually a potential partner and in Nokia, supplier organisations 
are not categorised into those who are or are not partners. Rather there is a spectrum from 
those organisations that may be potential suppliers to those approved suppliers to those main 
supply partner organisations. As the relationship between Nokia and supply organisations 
progress from a supplier to a partner, so do the characteristics o f the relationship develop.
Whereas Nokia has contractual trust with all supplier organisations, the trust between Nokia 
and partners is a much stronger, strategy-based trust. The level o f information sharing also 
increases from a supplier to partner relationship as does the level o f integration. Partner 
organisations often have an exclusive relationship with Nokia, that is, the partner does not 
have a similar relationship with a Nokia competitor. Partner type relationships are often 
characterised by a share of risks and rewards and strong partnerships may also have shared 
and harmonised processes and strategies. The relationship characteristics are illustrated 
below in Figure 5.
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Figure 5. Characteristics o f supplier and partner-type relationships
INCREASING
Trust / Information sharing / 
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Level of integration e.t.c.
Approved suPotential supplier
The organisations who supply Nokia range in size. The influence that a supplier may have 
upon Nokia will vary according to the product or service (market importance) and the 
company itself. Although some suppliers may have strong social and environmental policies 
of their own it is unlikely that they would place pressure upon Nokia over environmental 
issues. The pressure on environmental issues is more likely to come from the opposite 
direction in the form of'Supplier Environmental requirements'.
Technically, contract and joint venture manufacturers should also be included in the supplier 
and supply partner organisation. However as they as form a distinct group in their own right 
it was decided that they be kept separate.
x) Trade Associations
Trade associations: Organisations of people in manufacturing or business engaged in 
expanding or protecting their mutual interests. (Encarta, 2000)
Trading or Business associations, are representatives o f companies. As a far as 
environmental issues are concerned this stakeholder group actually has dual roles. They may
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on the one hand encourage companies to adopt environmental policies and implement 
environmental practises, but on the other hand they also lobby against legislation and 
political bodies so that these would put less and weaker environmental pressure on the 
companies (Welford, 1997, p i 13).
In particular over recent years the electronics industry has seen and is awaiting an increasing 
amount o f legislation. Trade associations have played a key role in negotiating with the 
political bodies against the latest movement with regards to end o f life vehicles, batteries and 
o f course electrical and electronic equipment. Taking the WEEE directive for example Trade 
associations, particularly the American Electronics Association (AEA) has played a major 
role in lobbying against the pending legislation.
In its third draft, the proposals required that manufacturers take sole responsibility for 
recycling waste electrical and electronic equipment. The proposals have come under heavy 
fire from the US government and businesses worldwide, some o f which have threatened 
bringing action against the EU through the World Trade Organisation (ENDS Daily 5 May 
1999).
'In a position paper commenting on the latest draft plan, industry association 
Orgalime slams the proposals, saying their consequences were "unclear" and 
estimating that they would cost the industry euros 15bn annually plus one-off costs of 
euros 90bn. The industry’s total annual turnover is currently euros 175bn, according 
to the association’. ENDS Daily -20/10/99
According to the latest developments hôwêvefj Amencà's èlectronics industry now says it is 
"optimistic" that the European Commission will be persuaded to amend draft legislation.
'According to American Electronics Association spokesperson Jennifer Guhl, the 
Commission's internal markets directorate, in particular, has been "very receptive" to 
ideas the association set out in a position paper late last year. The AEA's central 
premise is that setting up a separate collection system for electroscrap would place an 
additional burden on the environment'. (ENDs Daily, 01/03/00)
Trade Associations provide organisations with the interface to legislators and other political 
bodies and as it has been illustrated they are, and increasingly so becoming a veiy influential
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stakeholder group. Examples o f the main trade and electronics associations are listed below, 
in Table 12.
Table 12. Trade Associations
Description
W TO World Trade organisation
EFT A European Free Trade Association
EU ROBIT The European Association o f Manufacturers of Business Machines and 
Information Technology
Orgalim e European federation of national industrial associations representing the 
European mechanical, electrical, electronic and metal articles industries
EICTA The European Information and Communications Technology Industry 
Association (includes ECTEL)
EFT A Electronic Funds Transfer Association (is the nation's leading inter­
industry trade association advocating the advancement o f electronic 
payment systems and commerce
TIA Telecommunications Industries Association (provides communications 
and information technology products, materials, systems distribution 
services and professional services in the United States and around the 
world
ATIS Alliance for Telecommunications Industry Solutions provides the tools 
necessary for the industry to identify standards, guidelines and operating 
procedures that make the interoperability o f existing and emerging 
telecommunications products and services possible
AEA American Electronics Association representing all high-tech industry 
sectors e.g. software, telecommunications, semiconductors, computers and 
medical electronics to the Internet.
xi) Trade Customer
Trade Customer: Persons or organisations who are the recipients of a product or 
service o f NMP who provide the communication service, facilitate the distribution 
and/or the interface between NMP and the consumer,
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The trade customers provide the actual communication service and deliver the product to the 
consumer. Divided into five different categories, Trade customers can be Operators, 
Distributors, Retailers, Prepaid and Resellers. These different categories have been defined 
as follows.
Operators: persons or organisations who operate the infrastructure equipment o f a 
mobile phone network and/or is licensed to sell the airtime on the network to end 
users and may retail the mobile communicators to the end consumer through their 
own outlet stores or via another retailer. (Adaptedfrom Nokia definitions for Network 
operator and Service provider)
Distributers: persons or organisations who globally distribute NMP products or 
services to operators, retailers, prepaid and resellers.
Retailers: persons or organisations who retail mobile communicators to the end 
consumer, through their outlet stores.
Resellers: persons or organizations who purchase bulk airtime and resell it.
Trade customers are becoming increasingly more interested in the environmental attributes 
o f products, are requiring more product data and end o f life care guidelines (Mead et al., 
1998). These concerns are primarily being expressed through environmental questionnaires.
Nokia trade customers.
Nokia has been receiving an increasing number o f environmental questionnaires from its 
Trade customers. The questions asked range from whether any employees have been 
assigned to work with environmental matters, whether Nokia is certified according to ISO 
14001 or EMAS, to recycling guidelines to lists o f component materials. Trade customers 
have also enquired whether Nokia's subcontractors have environmental management system. 
The trend that Trade customers as a whole are becoming more interested in environmental 
issues is clearly apparent and there is a clear indication that some trade customers are 
starting to introduce 'environmental supplier requirements'.
Besides the environmental issues driven by Trade customers, this stakeholder group also 
provides a potentially crucial role to Nokia in the environmental issue o f product takeback.
35
E ngineering D octorate A b i Oxley Green
As the group who often provides the interface between Nokia and the public and who also 
delivers the mobile phones to the public, trade customers provide the obvious route by which 
mobile phones may be recovered and sent for recycling. Trade customers such as Orange, 
Vodafone, One to One and BTCellnet joined mobile phone manufacturers as part of the 
Ectel scheme, piloting the takeback o f mobile phones in the UK and Sweden. Although 
reverse logistics are still a problem in such take back schemes, if  recovery and recycling 
rates are to be met then Trade customers may play a crucial role. Examples o f Nokia's trade 
customers are listed in Table 13, Appendix 1.
xii) Professional and academ ic organisations
Professional and academic organisations: Persons or organisations whose interests 
lie in developing, researching, advising, integrating or applying knowledge for the 
benefit o f their own profession and/or society as a whole.
Table 14. Professional and Academic organisations
Professional
organisations
IEMA, IEEE, Institute o f Ecology and Environmental Management 
IEEM, Institute o f Wastes Management IWM, Institution of 
Environmental Sciences, Institution o f Water and Environmental 
Management
Academic
organisation
Universities o f Aberdeen, Aberystwyth, Bath, Birmingham, Bristol, 
Bradford, Brunei, Cambridge, Cardiff, Edinburgh, Heriot-Watt, 
Imperial, London (UCL), Loughborough, Manchester Institute of 
Science and Technology Nottingham, Portsmouth, Salford, 
Strathclyde, (CES, Electronic & Electrical Engineering) Surrey, 
(Sound and vibration research) Southampton, (Engineering) 
Cambridge, (Computer and Electrical Engineering) Sheffield, 
Westminster, York
Although Professional and academic organisations do not put a lot o f pressure on companies 
regarding environmental issues, their research into such matters can have a great influence.
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Concepts such as sustainability and techniques such as life cycle analysis and Design for 
Environmental are currently the subject o f much academic and private research. At a time 
when organisations do not necessarily have the time or resource to carry out their own 
research, relationships with various professional organisations and universities are increasing 
as these research bodies can help companies keep a breadth with the new technologies and 
concepts
Due to the nature o f the rapid moving electronic industry in particular and emerging 
environmental issues, the links between Nokia and other professional and academic 
organisations have become much stronger. Nokia works closely with many research bodies 
and universities and examples have been illustrated below in Table 14.
2.2.S.3 Surrogate stakeholders
i) Biosphere
Biosphere: All of the sentient beings of the earth, and the natural habitats that 
provide for their food and shelter. (Camarota, 1999)
In this case, these stakeholders are described as all those beings that have a sense of 
perception. For example, humans, dogs, cats, parrots etc and their habitats. Considering the 
scope o f this term, this group provides a rather difficult challenge. Measuring the 
environmental impacts an organisation may be having on the biosphere can be very difficult 
and inaccurate, especially if  these impacts are removed in time and space from the 
organisation’s day to day operations. This is also complicated in that there are many 
unresolved and controversial opinions on what constitutes a man-made interference.
Many people believe that morally, ecosystems and the biosphere have their own rights and 
ethical theories such as 'speciesism'2 introduces another controversial issue. Although the 
Biosphere as a whole cannot be represented we now value the need to preserve our 
ecosystems and Biodiversity and have a duty to minimise the environmental impact we have 
on the biosphere and to operate in a sustainable manner.
2 "If a sp ec ies suffers, there can be no moral justification for refusing to take that suffering into consideration...The 
principle of equality requires that its suffering be counted equally with the like suffering of any other being..." 
(Perdan, 8.(2000), a s  quoted by P. Singer)
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ii) Future generations
Future generations: Those persons who have yet to be born.
Taken in its literal sense, future generations are those people who have yet to be bom. 
Obviously we are unable to accurately predict the concerns and values of the future. At 
best we can ensure that we operate without compromising the needs o f the future 
generations, as recognised in the concept o f sustainability.
iii) Trade Unions
Trade Unions: Organisations of (employees) persons formed to collectively represent, 
protect and improve their (employee) own needs. (Adapted from Collins Oxford 
Dictionary, 1994)
Although the situation varies from country to country, trade unions have generally very little 
power over environmental issues. In Germany, the co-determination system gives employees 
and their unions a chance to participate in environmental decision making but some 
European countries (e.g. Britain) and most other countries do not give much power to the 
trade unions (Welford, 1997, p i 14).
The basic employment problem and standards of working conditions is generally the first 
and only issue on the union agenda and their exertion on companies to address 
environmental issues is and expected to be generally low.
iv) Industrial Sector
Industrial Sector: A branch of manufacturing or commercial enterprise concerned 
with the output of a specified product or service. (Collins Oxford Dictionary, 1994)
Industry is a collective term for all the organisations concerned with the output o f the same 
products and services. In this instance however, we are referring to the industry as one body 
and are concerned with how we view and are affected by it.
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SIC Description for 3663 (SIC Manual,
http://www.osha.gov/oshstats/sicer.html) 
Division D: Manufacturing
Major Group 36: Electronic and other Electrical Equipment and components, except 
computer equipment.
Industry Group 366: Communications Equipment 
3663 Radio and Television Broadcasting and Communication Equipment.
Establishments primarily engaged in manufacturing radio and television broadcasting and 
communications equipment. Important products of this industry are closed-circuit and cable 
television equipment; studio equipment; light communications equipment; transmitters, 
transceivers and receivers (except household and automotive); cellular radio telephones; 
communication antennas; receivers; RF power amplifiers; and fixed and mobile radio systems. 
Establishments primarily engaged in manufacturing household audio and video equipment are 
classified in Industry 3651; those manufacturing intercommunications equipment are classified in 
Industry 3669; and those manufacturing consumer radio and television receiving antennas are 
classified in Industry 3679.
• Airborne radio communications equipment
• Amplifiers: RF power and IF
• Antennas, transmitting and communications
• Broadcast equipment (including studio), radio and television
• Cable television equipment
• Cameras, television
• Carrier equipment, radio communications
• Cellular radio telephones
•  Citizens'band (CB) radios
•  C lo se d  circuit te lev is io n  e q u ip m e n t
• Digital encoders
• Encryption devices
• Light communications equipment
• Marine radio communications equipment
• Microwave communications equipment
• Mobile communications equipment
• Multiplex equipment, radio
• Pagers (one-way)
• Phototransmission equipment
•  R ad io  a n d  te lev is io n  sw itch ing  e q u ip m e n t
• Radio receiver networks
•  R ad io  tran sm ittin g  a n d  co m m u n ica tio n s  a n te n n a s  a n d  g ro u n d
• Receivers, radio communications
• Satellites, communications
• Space satellite communications equipment
•  S tu d io  e q u ip m e n t, rad io  a n d  te lev is io n  b ro a d c a s tin g
• Telemetering equipment, electronic
• Television monitors
• Television transmitting antennas and ground equipment
• Transceivers
• Transmitter-receivers, radio
• Transmitting apparatus, radio and television
The Central Statistical Office produces a standard classification list o f all Industrial sectors. 
Otherwise known as SIC, the Standard Industrial Classification lists the sectors and gives
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each a 4-digit code, which categorises and uniquely identifies the business activities. 
According to the SIC, Nokia Mobile Phones falls under the code 3663, the details o f which 
are as follows (SIC Manual, located at http://www.osha.gov/oshstats/sicer.html ).
It is essential for any organisation to be aware o f what is happening in the own and other 
industries. Industries are continually researching and developing new and better 
technologies. In terms o f product design o f mobile phones, even the automotive, watches, 
home appliances and sports shoes industry have an influence, which also crosses in the 
opposite direction (Nuovo, 2000).
2.2.6 Nokia Stakeholders and a modified Life cycle approach
2.2.6.1 Life Cycle thinking
Life cycle thinking has played a crucial role in the challenge to adopt and implement 
environmentally sound principles and in the transition towards sustainable development. 
Instead o f focusing on the immediate business, life cycle thinking encourages people to 
consider where raw materials are coming from and how the products are disposed of. As a 
tool it is seen as crucial for environmental impact assessments and waste management, as it 
helps to identify the material flows into and out o f a system. Whilst concepts such as 
producer responsibility and supply line management become more popular, life cycle 
thinking is becoming an integral part o f every business.
The typical life cycle of a product can be broken down into several different stages, as 
illustrated in Figure 6. The rectangular boxes in the diagram represent the familiar stages of 
material transformation while the oval stages are essentially non-material in nature but are 
intimately linked to all the aspects o f the system. The first stage o f a product's life cycle is 
naturally its conception and design stage and once finalised the product can then be 
manufactured. In order to be manufactured the raw materials o f the product must be 
extracted and then processed, the components then assembled and manufactured into the 
final product, which is then distributed, to the consumer to provide its specific services. 
Having reached the end o f its 'useful' life the product is then disposed o f or recycled back 
into the system. Conventionally the life cycle approach is used to identify the environmental 
emissions o f a product. The material inputs and outputs from each stage o f the life cycle can 
be evaluated and the highest environmental burdens located. However, the following section
40
Engineering D octora te  A b i Oxley Green
proposes how the life cycle approach may be adapted for the purpose o f this stakeholder 
analysis.
Figure 6. Typical product life cycle, adapted from Jackson. T.. 1996 p62. 'Structure of a service 
system'
Disposal or 
Recycling
Manufacture/
Assembly
Components
manufacture
Extraction of 
raw materials
/  Conceptualisation 
\  & Design i ServiceProvision
2.2.6.2 Nokia stakeholders and a 'modified life cycle approach'
It has been acknowledged that understanding and visualising the interactions between Nokia 
and the Stakeholders is a very complicated process. Nokia Stakeholders can affect or be 
affected at any time, by a variety o f mechanisms and can have an effect on any stage within 
the business. With regards to environmental issues, it is proposed that there are five distinct 
stages within the Design and Manufacture life cycle o f a mobile phone. These more or less 
sequential stages have been illustrated in Figure 7 and are identified as Supply, Design, 
Manufacture/Assembly, Use and End-of-Life (EoL). As in Figure 6, the rectangular boxes 
represent material transformation which require resource inputs whilst the oval stages are 
essentially non-material.
Figure 7: A modified life-cvcle approach for stakeholders
Nokia
UseDesign M anufacture/
Assem bly
EoLSupply
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The Supply stage represents Nokia's supply line, which is concerned with all the material 
products and services that are supplied to Nokia to enable the production o f a mobile 
communicator. Following the supply stage is the design or product creation stage. Strictly 
speaking, the Design stage is related to every material aspect o f the system and on a 
temporal scale may actually be initiated before the supply stage. However, in this illustrative 
representation o f the 'life cycle' the Design stage is positioned between the Supply and 
Manufacture stages. The Design stage itself includes all those activities involved in taking 
an NMP product or service from its point o f conceptualisation to where it is ready for 
manufacture. This is essentially where all the aspects o f the product are determined 
including its environmental impact. Following the Design stage is the Manufacture/ 
Assembly stage. This stage is where the material components are assembled and the mobile 
communicators manufactured into their finished form. From here, the products are then 
distributed to the consumer for their Use stage and eventually, having served their purpose 
they are disposed of, recycled or reused; the EoL stage.
Rather than evaluating the environmental burdens associated with each stage as in a 
conventional life cycle approach, this approach will be used to categorise the stakeholders 
according to how they are affected or how they can influence each stage. Looking at how the 
stakeholders are affected at each stage and how the stakeholders themselves can influence 
the different stages o f the life cycle provides a far more practical approach than looking at 
the organisation as a whole. However before we can categorise the stakeholders groups 
according to this modified life cycle approach, we must first consider the basis o f the 
categorisation.
2.2.6.3 The characteristics of an ’Effect'
It is possible that every stakeholder is affected or has an influence on Nokia in some shape 
or form during each stage o f this modified life cycle approach. The nature o f an 'effect' and 
complexity o f the relationship between two stakeholder groups means that each situation is 
unique. However, it is suggested that the means by which or the way in which one 
stakeholder affects another, can have certain characteristics. Four o f these characteristics are 
identified as,
• Direction
• Frequency
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• Power
• Route
Direction
On the whole, the influence and effect between Nokia and stakeholders is mainly a two way 
process, i.e., Nokia can have an effect on the stakeholders and the stakeholders can have an 
effect on Nokia. Nokia's Trade customers for example, are dependent on Nokia meeting the 
specified production volumes but on the other hand Nokia is dependent on selling its 
products to its trade customers: this is a two-way relationship. Nokia may provide financial 
support to an academic organisation or access to company data yet academic bodies may 
provide valuable information on novel techniques to Nokia's Research departments. On 
investigation, most, if  not all relationships are two-way but some relationships can have a 
dominant direction. For example, company shareholders/investors and insurers can hold 
quite a strong strategic influence over their company and in such cases the influence could 
be dominant in one direction. See Section 2.2.8.1 for further examples.
Frequency
The frequency by which one stakeholder affects or is affected by another varies. On some 
issues, the interaction between a stakeholder and Nokia may occur regularly. For example 
'Environmental Supplier requirements' set by Nokia Trade customers can be considered to 
affect the Nokia supply line regularly, yet on the other hand professional organisations may 
not be considered to have a regular effect on the environmental issues o f Nokia supply line.
By nature, the characteristic of 'frequency' is of course relative and depends on how one 
defines what constitutes a high and low frequency or what is used as a reference case. Yet 
despite the issues involved in using terms such as frequency and regularity, it may be 
possible to see an obvious and clear distinction between those who are considered to be 
frequently involved and those who are not. It is therefore considered worthwhile to still 
consider frequency as a characteristic. However, it must be noted that the frequency o f an 
'effect' is recognised as being distinct from the power with which it is delivered or the 
influence that it has on the affected party.
Power
The power o f Nokia and its stakeholders vary from issue to issue. As Nokia is legally bound 
to comply with all regulations, Legislators have a great influencing power over Nokia. 
Suppliers have great potential power as they could stop manufacturing a certain product and 
Nokia would have to search for another supplier; on the other hand Nokia can decide to
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terminate that contract. On environmental issues, environmental groups are becoming 
increasingly powerful with regards to influencing organisations and, together with the 
media, they can put far more pressure on companies than most other interest groups 
(Welford, 1997, p i 15).
Route
As stated in section 2.2.3., even if  the effect or influence is not direct, i.e. it occurs indirectly 
via intermediates, the source o f that effect or the 'affector' is still a stakeholder. The route o f 
the affect is intended to imply whether the effect is direct or indirect. For example, if  an 
organisation feels strongly against a particular policy, they may decide to lobby against it 
through their trade association. In this case the trade associations would directly affect the 
legislators, whilst the organisation's effect would be indirect as it has gone via an 
intermediate body.
It must be noted that these characterisations are not an attempt to categorise the 'effects' 
themselves but rather the way in which these effects are delivered. Power is an exception, 
but this still refers to the power o f the 'affector' rather than the power o f the effect itself. It 
should also be noted that although the characterisations given may be apparently 
straightforward it is unlikely that the effects and situations are so simple and free from 
subjectivity. The next section hopes to apply these characterisations to the foreground- 
background approach.
2.2.7 Foreground-Background systems
Particularly when studying systems such as the management o f waste or end-of-life 
recycling options it is a common approach to divide the system of your study according to 
the foreground and the background. Illustrated in Figure 8 these are defined as:
Foreground system (or 'core' system) which comprises the operations that are the direct 
targets of interest and are described by primary data.
Background system (or 'extended' system) which comprises all economic activities which 
exchange materials and energy with the Foreground but which are otherwise not changed by 
the existence and operation o f the Foreground system (Clift, 1997)
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Figure 8. Distinction between Foreground and Background. (Clift, 2000)
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The Foreground System is essentially the group o f processes and operations o f key interest 
in the study and is typically described by primary data. On the other hand the background 
processes are always represented by industry-average data. Traditionally, the distinction 
between 'Foreground' and 'Background' data was introduced for Life Cycle Analysis; 
however the following section proposes how this concept o f a 'core' and 'extended' system 
can be adapted for the purposes o f stakeholder analysis.
2.2.7.1 Nokia Stakeholders and a 'core-extended system' approach.
The 'core and extended system' used in this stakeholder analysis approach uses only the 
concept o f a core group o f key interest and otherwise differs quite significantly from the 
usual LCA application as illustrated in Section 2.2.7. In this scenario, the core and extended 
systems have been defined as:
Core (or foreground) system: I f  the effect o f  or on the stakeholder group, regarding 
environmental issues, happens (or is expected to happen) frequently and is direct, i.e. not via 
intermediate persons or organisations then, irrespective o f the power behind the effect, that 
stakeholder should feature in the foreground.
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Extended (or background) system: I f  the effect o f or on the stakeholder group, regarding 
environmental issues occurs via an intermediate person or organisation or happens (or is 
expected to happen) infrequently then, irrespective o f the power behind the affect, that 
stakeholder should feature in the background.
Establishing the influence o f a stakeholder on a particular issue or the power behind an 
effect is a subjective observation. The power that a stakeholder holds may vary from one 
issue to the next; it may not always be exercised and it is nearly impossible to gauge the full 
potential o f the influence that a stakeholder may have. Therefore to minimise the 
subjectivity, the 'core' and 'extended' systems are based on how frequently the stakeholders 
are affected and whether the effect is direct or indirect, i.e. the route.
Having defined a 'core and extended system', this approach can now be applied to each stage 
identified in the 'modified life cycle' (see Figure 9), as illustrated below.
Figure 9. Applying the core-extended system approach to the modified life-cvcle.
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Sections 2 2 .1 2  to 22.1.6  illustrate the stakeholders according to the core and extended 
systems for each stage, separately. However it must be noted that whilst on a company level 
a stakeholder may have a large amount of interaction with Nokia, this may be completely 
different on an environmental level. Secondly, there is also no specific arrangement within 
each plane.
For each stage identified in the following sections one will notice that the Surrogate 
stakeholders have been located outside o f the system. Owing to the nature o f a surrogate 
stakeholder (refer to Section 2.2.5), they cannot be evaluated like the other stakeholder 
groups as they themselves can not be represented. For this reason they will inherently 
always lie within the extended or Background system.
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2 2 .1.2 Supply Phase
According to the core and extended system approach as defined in Section 2.2.7.1, the 
stakeholder groups are categorised in accordance with the effect o f or on the NMP supply 
line. This is illustrated in Figure 10 below.
Figure 10. The effect of or on the stakeholders, in relation to the supply line
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Core system
Suppliers and supply partner organisations
Suppliers and supply partner organisations are perhaps the most obvious stakeholder groups 
of the supply stage. 'Environmental Supplier Requirements' are becoming increasingly 
popular, meaning that suppliers (and possibly their suppliers) are now having to and are 
encouraged to address their own environmental issues to meet the set requirements. In this 
case, the effect o f and on the suppliers is considered to be both frequent and direct and as a 
result it is located within the core system.
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Legislators and governmental organisations
There is increasing regulatoiy pressure on the electronics industry; much o f the present and 
forthcoming legislation has had a huge effect on many organisations and their supply lines. 
For example,
'The European Commission is likely to move to ban two classes o f  BFRs [Brominated 
flame retardants] in a draft directive on waste electrical and electronic (WEE) 
equipment, which is expected to emerge by the end o f next month. ' (ENDs Daily,
As a result, organisations have had to locate alternative products and suppliers; a similar 
situation has also been incurred as a result of the foreseen lead ban driven by proposed 
legislation. Owing to the increasing regulations on the electronics industry (see Section 
2 2 .5 2  (v)), 'legislators and governmental organisations' are considered core stakeholder 
groups as their influence is frequent and has a direct effect on the supply line.
Trade associations
Trade associations have played a key role in negotiating with the political bodies against the 
latest movement with regards to material bans, for example Brominated flame retardants and 
lead, as noted in Legislators and Governmental Organisations.
'The association representing Europe's electronics industry, Orgalime (also known as 
the Liaison Group o f the European Mechanical, Electrical, Electronic and 
Metalworking Lndustries), has published a set o f fact-sheets which it hopes will 
demonstrate the need to continue to allow the use o f harmful substances like lead and 
mercury in some applications'. (ENDs daily 29/09/99)
Owing to the direct bearing that material bans have on the supply line, Trade associations 
can have an effect which is both frequent and direct. They are therefore a core stakeholder at 
the Supply stage.
Trade customers
Similar to the supplier requirements set by Nokia, trade customers are also expressing an 
interest in the environmental performance o f their own suppliers see Section 2 2 .5 2  (xi). If  
trade customers specified 'supplier environmental requirements' to Nokia, this would have a
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direct and frequent effect on the supply line and therefore trade customers are a core 
stakeholder during the supply stage.
Contract and Joint venture organisation
Essentially part of the supply line and similar to the supplier stakeholder group, any 
environmental requirements specified by Nokia will have a direct effect on the contract and 
joint venture manufacturers. Therefore they have been positioned within the core system.
Local communities
As there is an increasing tendency for organisations to accept some responsibility towards 
their key suppliers, it follows that there should also be some responsibility to the local 
communities o f the supplier organisations. As many o f Nokia’s suppliers are large 
manufacturing organisations, the local communities o f the suppliers sites are both frequently 
and directly affected by their operation. Therefore the local communities could be 
considered a core stakeholder group for the supply line.
Employee
Owing to the fact that the employees ensure that Nokia has a supply line, product creation 
and manufacturing process and in fact every other process, their effect and influence is both 
frequent and direct and are therefore always located in the core system (except the use stage, 
see Section 2.2.7.5).
Extended system. -
Although the stakeholders in the background may influence or be affected by environmental 
issues as a whole, the effect on and o f the supply line is indirect or happens very 
infrequently. Professional and academic organisations can be concerned with all 
environmental issues but they are unlikely to have a frequent and direct effect, specifically 
on the supply line. The media and environmental groups are also not considered to have a 
frequent effect on the supply line and have therefore been located in the extended system. 
Although the shareholder, lenders & insurers stakeholder group holds a very strategic 
influence on the company as a whole, they do not frequently influence any environmental 
issues relating specifically to the supply line and as a result they are located within the 
extended system.
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2 2 .1 3  Design Phase
The stakeholder groups for the Design stage are categorised according to the core-extended 
system and are illustrated in Figure 11.
Core system
Consumers
Mobile phones are consumer products and any alterations, new innovations and product 
features are initiated in the product creation process. Essentially this is where every product 
is developed from its initial conception to where it is ready for manufacture. As the 
environmental concerns o f consumers are seen as one o f the key factors driving the 
implementation o f environmental issues into the design process, the effect o f the consumers 
on the product design phase is considered to be both frequent and direct and they are 
therefore a core stakeholder group.
Competitors
As illustrated in Section 2.2.5.2 (i) competition is highly responsible for rapid innovation 
and it is a frequent occurrence that as soon as one company brings out a phone with a new 
feature or function, the others are sure to follow. For example, Ericsson and Motorola have 
recently accelerated use o f user changeable coloured covers as a reaction to the trends set by 
the Nokia 5100 and  3200 series (Nuovo, 2000). As part o f this competition, to achieve a 
competitive edge and/or maintain the company image and reputation within the industry, 
environmental issues are becoming a challenging topic to telecommunication organisations. 
As a result competitors are considered to be core stakeholders in the Design stage.
Contract & jo in t venture manufacturers
Any environmental features that are designed into Nokia mobile phones will have a direct 
effect on the Contract and Joint Venture manufacturers. In addition, any new design may 
require a slightly different assembly procedure, a different material specification and in 
some cases a new supplier. The effect on the Contract and Joint Venture manufacturers from 
the NMP design stage is considered to be both frequent and direct.
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Employees
As in the supplier phase
Legislators and governmental organisations
As mentioned in Section 2 2 .1 2  there is increasing regulatory pressure on the electronics 
industry; specifying material bans and recovery o f end-of-life waste (WEEE), see Section
2.2.5.2 (v) for more information. As a result these environmental issues need to be 
implemented into the product creation stage, for example design for recycling and 
disassembly and design for product optimisation such as reuse, remanufacture and product 
lifetime extension. The influence o f Legislators and governmental organisations can have a 
direct and frequent bearing on the NMP Design Stage.
Figure 11. The effect of or on the stakeholders, relating to the design process.
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Supplier and supply partners
As all o f the phone features are designed and selected in the design phase, this has a direct 
bearing on the Supplier organisations. Similar to the Contract and Joint Venture
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manufacturers, new designs may require new material specifications, different electronic 
components which may in turn require new component Suppliers, new recyclers, etc. The 
decisions made in the design stage will have a direct and frequent effect on the NMP 
Supplier and Supply partners.
Trade customers
As in the Supply stage, Section 2 2 .1 2 , 'Environmental Supplier Requirements' set by Trade 
customers have a direct bearing on the Design stage and as Trade customers are showing 
increasing interest towards environmental issues their effect on the Design stage is frequent 
as well. Trade customers are therefore a core stakeholder to the NMP Design stage.
Extended system
Although the stakeholders in the background may influence or be affected by environmental 
issues as a whole, the effect on and o f the design process is indirect or happens infrequently. 
It can be said that Environmental groups, Local Communities, Trade Association and 
Professional and Academic organisations have or are expected to have little interaction and 
direct influence on the design process. As before, Shareholders, Lenders and Insurers 
influence at a more strategic level than the actual design process itself and these stakeholders 
are therefore all located within the extended system of the Design Stage.
2 2 .1  A  M anufacturing/assem bly phase.
The stakeholder groups for the manufacturing/assembly stage are categorised according to 
the core-extended system and are illustrated in Figure 12.
Core system
Employees
As in supply phase
Legislators & governmental organisations
Traditionally legislation has focused primarily on production processes and has only really 
recently shifted to concentrate on products and services. As a result the regulations on 
production sites are well established and place restrictions on the nature and volumes o f
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solid, liquid and airborne emissions. Governmental organisations such as the Environment 
Agency (EA) in the UK are then responsible for ensuring that these regulations have been 
implemented and that limits are not exceeded.
Manufacturing sites are also the usual facilities to acquire environmental management 
systems such as ISO14000 and EMAS and although these are voluntary requirements, these 
standards are often accredited by governmental organisations.
Figure 12. The effect of or on the stakeholders, relating to the manufacture/assembly stage.
Shareholders/lenders/insurers M edia 
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Legislators & G overnm ental 
organisation
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C ontract & Joint V enture 
m anufacturer Local com m unities
Local communities
As far as the Nokia organisation is concerned, the communities that are most likely to be 
affected by Nokia are those within which the manufacturing sites are located. Wherever 
manufacturing sites are located, many of the Nokia employees will live with their families in 
the local community, for example the Finnish town of Salo. Manufacturing sites are also in 
the public eye and are always frequented by heavy-duty lorries delivering and collecting 
goods to and from the plant. In the case o f the manufacturing stage, local communities are 
often directly affected and are considered as a core group.
Supplier and supply partner organisations
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The assembly process and production o f mobile phones is dependent on whether the 
suppliers deliver on time and to specification. For example, according to a report in the 
Electronic Engineering Times, a severe shortage o f Driver ICs3 in now suddenly threatening 
to stifle cellular phone shipments.
'Masatomo Miura, wireless business manager for TI [Texas Instruments] Japan, a 
large supplier of LCD drivers, says shortages could hold total mobile phone 
shipments down to 300 million this year, where the industry was planning to produce 
over 400 million or more mobile phones this year... TFs Miura says the parts 
shortage is "a very serious problem" for cell phones. ' (Electronic Engineering times, 
73/03/00)
This illustrates that the suppliers and supply partners can have a very direct effect on the 
Manufacturing/Assembly stage and although this example is not specifically related to 
environmental issues this stakeholder group is considered to be in the core system at this 
stage.
Trade customers
Many trade customers are interested to know whether Nokia has environmental management 
systems (ISO 140001 or EMAS) for the production sites, this has been demonstrated mainly 
in the form o f questionnaires (refer to Section 2.2.12 (xi)). As a result o f this interest and its 
possible inclusion into Trade customer procurement criteria, the effect o f this stakeholder 
group on NMP Manufacturing/Assembly facilities could be both direct and frequent.
Contract & Joint venture organisations .
Like Suppliers, Contract and Joint Venture manufacturers also have a direct effect on Nokia, 
as they too are also responsible for delivering vital components to the assembly process. 
Although this is not specific to any environmental issues, that item of issue may have been 
selected for its environmentally preferable attributes and therefore Contract and Joint 
venture manufacturers are considered as a core stakeholder group.
3 Driver ICs form part of LCD drivers situated on the periphery of the LCD panel and control the voltages which are  
applied to the screen .
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Extended system
Although the stakeholders in the background may influence or be affected by environmental 
issues as a whole, the effect on and of the Manufacturing/Assembly Stage is indirect or 
happens infrequently. As usual the effect o f Shareholder/Lenders/Insurers is more on a 
strategic level and whilst neither Professional & Academic organisations, Environmental 
groups or Trade Association are expected to have a frequent and direct effect on the 
assembly phase, Consumers and Competitors will influence, but indirectly.
2.2.1.5 Use phase
The stakeholder groups for the Use Stage have been categorised according to the core­
extended system and are illustrated in Figure 13.
Figure 13. The effect o f or on the stakeholders in relation to the Use Stage.
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Core system
Consumers
People may buy mobile phones for business purposes, personal use, use in emergency 
situations or even as a fashion or image accessory and consumers will choose the phone that 
best suits their criteria. Having purchased a mobile phone, if a consumer is pleased by the 
service that the product provides they are more likely to purchase a phone of the same brand, 
the next time. Therefore the service that the mobile communicator provides to the consumer 
is very important. At the moment there are the possible health risks associated with using 
mobile phones, which could have a drastic effect on the use of mobile phones if  they are 
found to be justified.
Competitors
Every mobile phone company is continually trying to increase sales and improve their 
position in the market shares. Competitive edge may be gained through many areas but as 
society is increasingly becoming interested in product and corporate related environmental 
issues, this is viewed with great potential. If  one of the competitor companies started to 
produce a phone which claimed 'substantially less electromagnetic radiation', which the 
consumer found to be preferable, this would encourage Nokia to assess the service provision 
and the Use stage o f their mobile phones. As a result Competitors are considered to have a 
direct and frequent effect at the Use stage.
Media
The media is a predominant stakeholder at the Use stage. Continually addressing the 
possible health risks associated with mobile phone use, the media has quite a strong 
influence over society and their buying behaviour and can easily damage the reputation and 
success of an organisation. On the brighter side however, the media can also advertise when 
a company has demonstrated environmental excellence, which might enhance sales and 
performance in the market. The effect of the media on the Use stage can be evidently direct 
and frequent and as a result is located within the core system.
Trade customers
Trade customers also provide the interface between Nokia and the consumers and are really 
the face o f the telecommunications industry. The trade customers are those stakeholder 
groups who deliver and facilitate the use o f a mobile phone to the end user. Without the
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network operators and service providers there would simply be no Use stage o f a mobile 
phone; as a result their effect is considered both frequent and direct at this stage.
Extended
The use phase is rather unique in that Nokia has very little if  any influence over it and as a 
result neither do those stakeholder groups who are situated before the Nokia in a product life 
cycle i.e. Supplier and supply partner organisations and Contract and Joint Venture 
Manufacturers. On the other hand, the Use Stage will undoubtedly have some effect on the 
supply line, Nokia employees and local communities etc. but it will be indirect and as a 
result these stakeholders are located within the background plane.
2.2.1.6 End of life Phase.
The stakeholder groups for the EoL phase have been categorised according to the core­
extended system and are illustrated in Figure 14.
Core system
Consumers
Once the phone has reached the end of-its working life or is replaced by a new model, the 
consumer can throw it away, send it for recycling, trade it in for the newer model, or put in 
their attic! However, what happens to a phone eventually and whether it is recycled or not is 
essentially decided by the consumer. Their effect on the EoL Stage is therefore direct and 
considered frequent.
Competitors
There are some occasions where competitors actually join forces and EoL issues is one of 
them. For example Competitor organisations are actively working together on the ECTEL 
takeback scheme, see Section 2.2.1.2 (i). The forthcoming WEEE directive4 will demand 
that a percentage of all electrical and electronic goods are recycled. As the responsibility lies
4 W aste  from Electrical and Electronic Equipment.
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with the manufacturer, this has placed great pressure on all mobile phone companies and 
they are realising that they will need to work together and pool resources. Competitors can 
have a direct effect on many end-of-life issues and this is becoming increasingly frequent as 
end-of-life issues become more and more relevant.
Environmental groups
Environmental Groups have always played an active role in end o f life issues in every 
industry. The waste from the electronic sector is increasing and can be potentially hazardous 
in nature. As waste is one o f those environmental aspects that is predominantly in the public 
eye, environmental groups will often focus on this arena and can have a great influence in 
directly persuading organisations to address EoL product issues.
Employees
As in supplier phase
Legislators and governmental organisations
As mentioned in Section 2 2 .1 2  (v) the European Commission recognised Waste from the 
Electrical and Electronic Equipment (WEEE) as a priority waste stream and a directive is 
expected imminently for the recovery o f end o f life equipment. Directives are already in 
place for battery recovery and packaging and packaging waste. Thus the influence of 
legislators and other governmental organisations to ensure adherence to regulations is both 
direct and happens as a regular occurrence.
Media
As the environmental issues regarding waste are very much in the public eye, similarly to 
environmental groups, the media can play a prominent role regarding EoL issues. The 
influence of the media is such that it can have a direct effect on an organisation and its 
reputation and it is therefore located within the core system.
Trade customers
One of the main obstacles to the recovery o f mobile phones is the reverse logistics and to 
facilitate the take back and recovery o f these products, trade customers play a crucial role. It 
is often thought that as they deliver the product from Nokia to the end user they could also 
assist in the reverse process. It is recognised that the co-operation o f Trade customers in EoL 
and takeback processes is vital and that this co-operation has a direct bearing on the EoL 
Stage o f mobile communicators.
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Figure 14. The effect o f or on the stakeholders, in relation to the End-of-life stage.
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During the last few years EoL related legislation has increased quite substantially and whilst 
still on the rise, when organisations want to appeal against the legislation, they sometimes do 
so via trade associations. The trade association 'AEA' for example, has played a great role in 
lobbying against the pending waste recovery directive, see Section 2.2.4.2 (x). As a result of 
their influence Trade associations are considered to be a core stakeholder.
Extended system
Although the Suppliers and supply partner organisations and Contract and Joint Venture 
manufacturer groups may be affected as a result o f EoL based legislation, the effect will be 
indirect. The effect o f the Shareholders/lenders & Insurers regarding environmental issues is 
predominantly at a strategic level. Unless producer responsibility is expanded to the Local 
Community o f landfill sites etc., then Nokia's Local Communities are not particularly 
affected by the end o f life phase. Whilst there is a lot o f continuing research in Professional 
research organisations and Academic organisations regarding EoL issues, these are not 
considered to have a frequent effect on Nokia.
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2.2.1.1 Sum m ary of the ’core-extended systems' for each stage of the 'm odified life 
cycle approach’.
The core-extended systems at each stage identified in the modified life cycle approach; 
Sections 2.2.1.2 to 2.2.1.6, are summarised in the following table. Where C stands for Core 
and E, for Extended, this table provides the reader with a quick point of reference to where 
the individual stakeholder groups are located at each stage.
Table 15. Summary o f core-extended systems for each stage of the modified life cycle approach
Supply Design Assembly Use EoL
Employees C C C E C
Competitors E C E C C
Consumers E c E C c
Contract & JV 
manufacturers
C c C E E
Environmental groups E E E E C
Local communities C E C E E
Legislators & gov. orgs. C E C E C
Media groups E E E C C
Prof. & acad. orgs. E E E E E
Shareholders/lenders/
insurers
E E E (C ) E E/C
Suppliers & supply 
partners
C C C E E
Trade associations C E E E C
Trade customers C C C C C
Surrogate (E) (E) (E) (E) (E)
2.2.8 The influence th a t Nokia has on stakeholders and their influence on Nokia.
Having illustrated the Nokia stakeholders according to their frequency of effect and whether 
the line o f effect passes through any intermediate persons or organisations, it is also
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interesting to see the relative influence that each stakeholder holds and how this compares 
with the influence Nokia has on them. If  Nokia can influence a stakeholder quite 
substantially but in return this stakeholder has very little o f its own influence, then Nokia is 
obviously in the preferable position having control o f the situation. If  the reverse is true, then 
this poses a special challenge for Nokia.
It was proposed that the Nokia stakeholders be mapped according to the Nokia influence on 
the stakeholder versus the stakeholders' influence on Nokia. However, the influence that a 
stakeholder may have upon Nokia and vice versa is unfortunately not always straightforward 
to identify. As already noted, an influence can go in either direction, but just because Nokia's 
influence on a stakeholder may be very large, say 7 on a scale o f 1 to 10, it does not 
necessarily follow that the stakeholders' influence on Nokia is proportionately small, that is 
3 on the scale. Another problem also arises when there are huge variations within a group; 
the Supplier and Supply Partner organisations group for example includes a huge range of 
organisations all with a different influence.
Estimating the influence o f a stakeholder is subjective and may vary from one person to the 
next as analysing the influence one stakeholder group may have upon Nokia will 
undoubtedly vary according to one's own knowledge and experience. In an attempt to clarify 
and simplify the process o f assessing the influence that Nokia may have on a stakeholder 
and vice versa it was felt that the direction of influence between the stakeholders and Nokia 
as a whole should be investigated first.
2.2.8.1 The direction of influence
Every stakeholder has the potential to have some influence on every other stakeholder, but in 
some cases the influence will predominantly flow in one direction while in others it may be 
completely two way (refer to Section 2.2.6.3). The direction o f influence between Nokia and 
each stakeholder group is represented in the diagram below, Figure 16. When the influence 
is expected to be predominant in one direction, this has been acknowledged by a bold arrow 
and when the influence is perceived to be equal or indistinguishable the arrows are o f the 
same weight. It is worth noting though that each relationship has the potential to be two 
ways.
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Figure 15. The direction of the influence between Nokia and NMP stakeholders.
Stakeholder
LL
Nokia
NOKIA
Competitors
Nokia is likely to have more influence on its mobile phone manufacturing competitors, 
owing to Nokia's strong market position and long history in this field. However upon 
consideration, it is likely that in other areas o f the electronics industry, especially those 
outside of the telecommunications industry such as enabling technologies like content 
providers, the influence is more likely to flow in the opposite direction.
Consumers
Mobile phones are consumer products and although Nokia has very strong brand image, the 
influence in this relationship lies predominantly from the Consumer, refer to Sections 2 2 .1 2  
to 22.1.6. The direction o f the dominant influence is illustrated in Figure 15.
Contract & Joint Venture manufacturers
Nokia has hundreds o f contract and joint venture manufacturers each providing an integral 
role to the organisation. However, owing to the overall size o f Nokia (ranked in the top 
twenty companies by Market capitalisation) it is expected that in most cases, Nokia has the 
most influencing power and this has been illustrated in Figure 15.
Environmental Groups
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Owing to the nature o f Environmental Groups as independent and non-profit organisations, 
Nokia is unlikely to have any great influence over this stakeholder group. Any influence 
regarding environmental issues is likely to come from  the Environmental Groups and not 
towards them.
Legislator & governmental organisations
The influence between legislators & governmental organisation can be considered to be 
predominantly one way. Although organisations can take individual lobbying actions against 
legislation, they usually oppose regulations through their trade associations, see section
2.2.5.2 (x) for examples. As a result the influence between Legislators and governmental 
organisations and Nokia is considered to be slightly dominant in one direction, as illustrated 
in Figure 15.
Local Communities
The local communities mainly at stake here are those who are located in and around the 
production sites. In such situations, many of the workers will actually live in the community 
but Nokia also has the responsibility to actually integrate itself into and operate 
harmoniously with the communities within which it is located and interacts. The influence in 
this relationship is generally considered to be mutual.
Media Groups
Upon careful consideration, the interaction and influence between Nokia and the media 
groups, emerges as a two way process: Media groups are always keen to comment upon the 
worries and health scares o f mobile telephones but they are also aware o f the rapid 
developments that are seizing the telecommunications and internet society. Nokia is at the 
forefront of developing new technologies and is itself a highly respected organisation.
Professional & Academic organisations
Due to the nature o f the rapid developments in the electronics industry and the emerging 
environmental issues, the links between Nokia and other professional and academic 
organisations have become much stronger. Nokia works with many research institutes and 
universities, providing support and information in return for research in new emerging 
concepts. Although the effect between each stakeholder in this case may not always occur 
frequently (refer to Table 15, Section 22.1.1), there is no predominant direction, as 
illustrated in Figure 15.
Shareholder/lenders/insurers
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Shareholders/lenders/insurers can have quite a high investment in Nokia and for this reason, 
they can have a lot o f influence on a strategic level and can also vote on certain company 
matters. Therefore it appears that any influence regarding any environmental issues is likely 
to come from the stakeholder group. This has been represented in Figure 15.
Supplier and supply partner organisation
If  the Supplier is a small company highly dependent on the contract it has with Nokia, then 
the influence will lie primarily with Nokia. If  on the other hand the Supplier is the only 
company in the world producing a particular component and this component plays a vital 
role in a Nokia product then the influence could be said to mainly lie with the supplier. 
Owing to the sheer diversity o f Nokia's Supplier and Supply Partner organisations, it would 
be impossible to generalise the direction o f influence and therefore Figure 15 illustrates the 
influence as a two way process.
Trade associations
By nature, trade associations are formed to represent and protect the mutual interests o f the 
organisations within an industrial sector. As a result they are entirely influenced by the 
organisations they represent and although they can encourage organisations to adopt 
environmentally sound principles (see Section 2.2.4.2 (x)) as a whole the influence lies 
predominantly with the organisations.
Trade customers
Trade customers deliver and facilitate the use of a mobile phone to the end user, but without 
the production organisations, mobile phone operators, distributors and retailers would not 
exist. The relationship and influence between Nokia and the trade customers .vary by 
company and by the countiy/region in which they operate. Some trade customers hold very 
little influence but some, like DoCoMo (Japan) are highly influential. The influence can 
therefore be in either direction and is illustrated in Figure 15.
Surrogate
Surrogate stakeholders refer to the Biosphere, future generations, Industries and Trade 
Unions. Nokia may have an impact on these stakeholders but it will be negligible. The 
potential effect that the surrogate stakeholders could have on Nokia, on the other hand, is 
possibly much greater and for this reason, the predominant direction o f influence flows from 
the stakeholder to Nokia. This is illustrated in Figure 15.
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As it can be seen the predominant influence can flow in any direction. The diagram above 
has been used to illustrate the general direction of influence at a Nokia wide level. It might 
also be useful to evaluate the direction of the lines of effect between Nokia and stakeholders 
in the Foreground-background diagrams for each life cycle phase.
2.2.S.2 The influence that Nokia has on stakeholders and their influence on Nokia.
Having evaluated in which direction an influence is likely to flow, the relative magnitude or 
the power that a stakeholder or Nokia may have, can be considered. It would be possible to 
evaluate the relative power or influence of a stakeholder by using a weighting or scoring 
process, where values could be assigned and then tallied to give an overall score. However 
assigning scores to stakeholders would be highly subjective and it is proposed that a 
comparison process be used to evaluate the relative power o f the stakeholders. The relative 
influence of one stakeholder group must first be evaluated and this can then be used as a 
reference for evaluating a second, and so forth. The results of this comparison process are 
illustrated in Figure 16.
The Environmental Group is perhaps one o f the most straightforward to assess and as a 
result, it was chosen as the first reference case. As commented in Section 2.2.8.1 any 
influence regarding environmental issues, between Environmental Groups and Nokia, lies 
primarily with the Environmental Group. The pressure from Environmental groups on 
organisations is increasing (refer to Section 2.2.5.2 (iv)) and they are often considered as 
quite influential. The relative influence o f Environmental Groups is represented in Figure 16 
above.
Nokia employees are naturally located in the top right hand comer as they are Nokia, 
essentially, and the stakeholders that Nokia has the least effect on are the Surrogate 
stakeholders. Therefore using these three stakeholder groups and the stakeholder evaluations 
made in Sections 2 2 .1 2  to 2.2.8.1, it is possible to estimate by how much each stakeholder 
group can influence Nokia and vice versa. An evaluation of all the stakeholder groups is 
represented in figure 16. It must be noted however, that there is no scale to the plot and 
where there is a lot of variation in a group, this has been marked by error bars.
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Figure 16. The influence Nokia has on the stakeholders versus their influence on Nokia.
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At the moment it is felt that the ambiguity and subjectivity o f the analysis impede its 
application to a foreground background situation. Rather than providing an accurate account 
of where Nokia has the most influence and where the stakeholders have the most influence, 
the diagram is a useful indication of the zones or expected areas in which the stakeholders 
may be located. '■ ~ r
It is my intention in the next 6 months to continue investigating the analysis o f the relative 
influence o f each stakeholder groups. At the moment, the analysis demonstrated above is far 
too subjective. It would be very interesting to find out whether the same result would occur 
from a group evaluation, as this would be very useful to demonstrate just how subjective and 
reliable the assessment has been. The conclusions drawn from this process and from this 
stakeholder analysis work to date are illustrated in Section 2.6
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2.3.1 Introduction
At the moment, little is confirmed about the concerns and priorities o f Nokia's stakeholders 
in terms o f environmental issues. To genuinely engage both internal and external 
stakeholders and to ascertain their/our opinions, a form of social research would be essential. 
This report puts forth a research proposal, which aims to ascertain the environmental 
concerns and priorities o f Nokia's Stakeholders.
This report includes the grounding behind the research proposal, Section 2.3.3 lists some of 
the most popular research methods used today and selects the most suitable technique for 
this particular piece o f research. Section 2.3.4 comments on the sample identification and 
procedure while Sections 2.3.5 to 2.3.7 provide an outline to the research proposal, identifies 
the various stages o f the research and provides a preliminary cost estimate.
2.3.2 Research methods
In order to determine and or understand the opinions, values and beliefs o f society, it is 
necessary to cany out a form or culmination o f social research. Before any research is 
embarked upon it is first necessary to decide what needs to be determined and then decide 
which is the most effective method. Secondary analysis, surveys, interviews and focus 
groups are but some o f the research methods available. Each method o f research has its own 
merits and inadequacies, which should be carefully examined when assessing the suitability 
of a method.
2.3.2.1 What are we aiming to learn?
The core research question is,
What are the environmental concerns and priorities of Nokia's stakeholders?
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23.22  Which research method?
Depending on whether the research aims to develop a hypothesis, evaluate the attitudes and 
opinions o f a product or issues or, expand in depth upon matters that emerged during 
previous research, it is necessary to choose a technique that will cater for the particular set of 
criteria. Research is either qualitative or quantitative, depending on the nature o f the data and 
analysis. Qualitative research deals with verbal and textual data and as a technique will 
concentrate on depth rather than breadth (Bumingham, 1999). Quantitative research 
translates people's answers into numbers for data entry. Some of the most popular research 
methods have been listed below where the techniques and the relative advantages and 
disadvantages have been commented upon briefly.
Secondary Analysis involves the analysis o f existing data. There is a large amount o f 
official statistics collected by the state and its agencies. Official statistics cover the economy, 
crime, employment, education and health- to name but a few (May, 1993, p51), which 
provides the researcher with very large representative samples.
Self-completion Questionnaires can be distributed to a large sample relatively quickly and 
cheaply using postal or electronic mail systems. They are efficient in terms o f time and 
money and give the respondent anonymity and preclude interviewer bias. The downside 
includes the reliance on closed questions, with no control over who replies or how honest the 
answers are. The data can be superficial and the response rate can be low; however this can 
be avoided by carefully considering: whether the issues are o f interest to the participant, 
offering incentives and making the questionnaires as user friendly as possible.
S tructured  o r unstructured interviews involve asking closed or open-ended questions to a 
participant. Closed questioning facilitates 'pre-coding' which simplifies the data analysis; on 
the other hand the respondents can be led into answers. On the whole, individual interviews 
can be time consuming and relatively expensive. However, due to the one-to-one interviewer 
respondent interaction it possible to acquire a large volume of quality data. Open-ended 
questioning in interviews allows answers to be fully expanded, though responses may be 
difficult to categorise as a result. Although not as controlled as structured interviews, 
unstructured interviews do offer the interviewer more control over the data than when in a 
group situation.
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Focus groups, group interviews usually consist o f between 6-10 participants and 1-2 
facilitators (Krueger, 1994). Groups enable us to observe a large amount of interaction on a 
topic in a limited period o f time (Morgan, 1988). They are perceived as good for 
investigating attitudes and cognitions and are often used when entering into a field o f little 
experience and prior research. They are useful for getting ideas about key issues in depth and 
can establish the range o f views in a short time. Even though focus groups are not based in 
natural settings, "interaction leads to relatively spontaneous responses from participants" 
(Morgan, 1988 p l8). Krueger (1994) writes that inhibitions often are relaxed in group 
situations. Another advantage o f focus groups is that their flexibility enables the facilitator to 
explore unanticipated issues. As in unstructured interviews, the researcher has less control 
over the data. Careful preparation is required in the choice o f participants and location and 
there is always the concern o f whether people behave the same in a group, as they would do 
individually.
(Covert/Overt) Partic ipan t Observation encourages researchers to immerse themselves in 
the day-to-day activities o f the people who they are attempting to understand. Covert 
participation has frequently been used when researching crime (May, 1993, p i l l )  but suffers 
from ethical issues o f 'spying', danger and the problems of 'going native' (Bumingham, 
1999). Overt participation on the other hand enables the researcher to take notes and ask 
questions without suspicion and also facilitates interviewing if necessary. However the 
presence o f the researcher may still affect the respondent's answers and any type o f 
participant observation is rather demanding in terms o f time and dedication.
2.3.3 The Research M ethod
As the question deals with attitudes and opinions coupled with the fact that very little is 
known on the topic, 'focus groups' appear the most suitable technique. As the research is 
explorative in nature the technique must be flexible and not involve closed questions such as 
in self-completion questionnaires and structured interviews. Unstructured interviews will be 
used as a preliminary source o f information but the main body of the research will use focus 
groups. Although one-to-one interviews facilitate in-depth responses, to acquire a large 
number o f opinions from different sources would be extremely expensive and time 
consuming. As reported in Morgan's (1988) book and outlined above, focus groups are 
effective for finding about what people think and why they think so. Hopefully a group 
atmosphere will encourage participants into an interactive discussion about a topic that they
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perhaps haven't really thought about in detail before hand, whereas in a one-to-one interview 
the participant might feel pressured. By weighing up the advantages and shortcomings o f the 
various research methods the author feels that it is evident that focus groups are the optimal 
technique and should be used as the main research body. This conclusion has been endorsed 
by Dr Bumingham.
As previously mentioned, it would be advantageous to carry out some 'key informant 
interviews' prior to carrying out any focus groups, as this would provide an insight into the 
issues that might be raised and indicate the level o f understanding that might be expected 
from each group. It would also be beneficial to cany out a trial focus group so that any 
problems can be anticipated. Both the key informant interview and the trial focus group are 
vital in enabling the facilitator to construct a topic guide/questioning route; see Table 16. A 
topic guide is a list o f topics or issues that are to be pursued in the focus group, which helps 
to keep the discussion focused on the research question and provides a topic should 
discussion dry up. A questioning route on the other hand differs from the topic guide in that 
it consists o f a series of previously selected questions, instead of a list o f issues. Although 
not too dissimilar, a questioning route takes longer to prepare and eliminates subtle 
differences in language while a topic guide can be more spontaneous but requires a relatively 
skilled moderator (Krueger, 1994).
Table 16. Example o f a topic guide in comparison to a questioning route.
3.1 Topic Guide/Questioning route
Topic guide
I. Introduction: Your name and something you feel passionate about
II. Importance of the environment
Questioning route
I. Introductory question: Tell us your name and something you feel passionate 
about
II. How important are the issues of environment compared to, say quality.
Using focus groups would enable one to clarify areas in which there are a number o f 
viewpoints in the individual responses, as expected from the various stakeholders. It would 
also provide a good opportunity to observe the process of opinion formation, if  this is the 
case. However there will be some issues that need to be carefully considered such as whether 
certain combinations o f stakeholder groups would inhibit open discussion. The various
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stakeholders groups from which the participants are selected are diverse and could not all be 
combined into one group. The sample procedure and identification is discussed below.
2.3.4 Sample identification and procedure
2.3.4.1 Sample identification
As described in Section 2.2.3, Nokia's stakeholders are defined as:
" ...those who are affected by or can affect an organisation's operation, for good 
or bad".___________________________________________________________________
Upon review, seventeen different stakeholder category groups have been identified, see 
Section 2.2.5. The list o f these Nokia stakeholders (Table 1 in Section 2.2.5) is duplicated 
below.
As indicated in Section 2.3.3, it is advised that some 'key informant interviews' and a 'trial 
focus group' be carried out prior to any focus groups. The participants for each o f these 
stages are proposed in the following sections.
Key informants .. - _
Key informants can be selected from those stakeholder groups (as listed in Table 1) in where 
there is an existing close relationship between the stakeholder group and Nokia. Such 
individuals can be identified through general enquiry within Nokia.
Practise focus groups
The most obvious stakeholder group to target for a 'practise focus group' is the internal 
stakeholders. Selected by the process described in Section 2.3.4.2 there would be no issues 
o f confidentiality in targeting internal stakeholders for the 'practise focus group'. The 
research could be carried out on company premises and no financial incentives would be 
required.
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Table 1 Stakeholders categories and groups, as in Section 2.2.5
A bi O xley Green
Category Stakeholder group
Internal stakeholders Employees
External stakeholders
Competitors
Consumers
Contract & joint venture manufacturers 
Environmental groups 
Local communities
Legislators & governmental organisations 
Media groups
Professional and academic organisations 
Shareholders, lenders & insurers 
Suppliers & supply partners 
Trade associations 
Trade customers
Surrogate stakeholders Biosphere, future generations, industry, unions
Focus groups
Literature advises that it may be helpful to "concentrate on those population segments that 
are going to provide the most meaningful information" (Axelrod, 1975, plO). In doing this 
however, one is immediately selecting and omitting groups. Then again, "such bias is a 
problem only if you ignore it, that is, if  you interpret what you hear in the focus group as 
representing a full spectrum of experiences and opinions." (Morgan 1988).
In the case o f this research we are not looking for a representative sample o f the population; 
the question seeks to ascertain the concerns and priorities o f Nokia’s stakeholders. To date, 
seventeen different stakeholder groups have been identified and o f these, four are surrogate 
stakeholders and cannot be represented (refer to Section 2.2.5). The research aims to 
establish and understand the concerns and priorities o f all of Nokia's stakeholders but for the 
purpose o f this social research proposal, six stakeholder groups have been proposed as the 
participants for the first round. These stakeholder groups are:
• Internal stakeholders i.e. Nokia employees
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•  End Consumers
• Competitors
• Contract and Joint Venture Manufacturers
• Suppliers
• Trade customers
2.3.4.2 Sampling procedure
In order to encourage discussion within a group, a reasonable amount o f homogeneity and a 
permissive environment is desired (Krueger, 1994 p 75). However this homogeneity should 
be in their backgrounds and not their attitudes (Morgan, 1988, p46). When considering the 
supplier, contract and joint venture manufacturers, trade customer and competitor groups, 
there is likely to be concern towards the motive o f the research, due to their business like 
nature. Requests for a company representative may result in a member o f their public 
relations department armed with lists o f pre-rehearsed answers. There is also the possibility 
that some participants may answer with what they think Nokia wants to hear. Both o f these 
would completely defeat the object o f the exercise. To settle any concerns, the motive o f 
research would have to be clearly explained and confidentiality issues would need to be 
addressed and settled. The author feels that a member from the selected stakeholder's 
environmental team would prove a better participant. After all, it is the company's 
environmental concerns that the research is interested in. Those companies without an 
environmental team would be asked to suggest their most suitable representative, 
considering the matter for discussion. One would then have to define whether the participant 
should answer on behalf o f himself or the company as a whole, as the two may not be the 
same. The environment can be regarded as a gender sensitive topic but as the environmental 
teams are generally quite small this can be disregarded as an issue of selection.
Suppliers. Nokia has a huge number o f suppliers, located all over the world. Financial 
constraints limit the suppliers to be considered to those with UK offices. The list o f supplier 
companies could be stratified according to number o f employees (i.e. size), according to 
their particular industry or according to the service they supply to Nokia (e.g. Component 
suppliers, recyclers, logistic suppliers) and then systematically selected from the stratified 
list. Once selected the suppliers' environmental teams could then be directly approached. In
73
Engineering D octora te  A b i O xley G reen
the case where the supplier does not yet have an environmental team, it would be up to the 
company to send the most suitable participant.
C ontract and jo in t venture m anufacturers are those organisations who manufacture 
products under Nokia specifications. Similar to suppliers, Nokia has many contract and joint 
venture manufacturers but financial constraints limit those considered as those with UK 
offices. The contract and joint venture manufacturers could be stratified according to number 
o f employees (i.e. size) or according to their particular industry and then the organisations 
could be systematically selected from the stratified list. Upon selection, the environmental 
teams of those organisations would then be directly approached, or the organisation could 
suggest their most suitable participant.
T rade customers, for example Vodafone, Orange, One to One and BT Cellnet are UK 
based trade customers. As there are relatively few trade customers (compared to end 
consumers say) it would be possible to approach each trade customer, within the UK. 
Considering that the trade customers can all be classified as large organisations, one would 
presume that they would all have an environmental team.
Com petitors, for example Motorola, Ericsson and Alcatel. Owing to the fine and tenuous 
competitive edge/advantage that exists between companies in the mobile phone industry, a 
completely open exchange o f concerns and opinions would prove very doubtful. 
Realistically, confidentiality issues would render results unreliable and so it would make 
sense to disregard this group entirely from the focus group and rely upon their 
(environmental) publications as an insight towards their concerns instead.
Unlike the Stakeholders groups above, we are looking for a more representative sample 
within the internal and consumer stakeholder groups.
In ternal Stakeholders. Participants could be selected randomly from the company or 
preferably from stratified groups. For example, the internal stakeholders could be segmented 
into 'business managers' and 'other employees', such as engineers, the idea being that the 
business mangers would tend to think on business terms whilst engineers might offer a more 
personal opinion. It might be possible to stratify the samples in terms o f job specification. It 
would probably not be beneficial to put 'other employees' and 'business managers' into the 
same focus group, as we could not be sure that their presence would not alter their 
proclaimed opinions.
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End Consumers, this refers to the end user, you or me. In this stakeholder group we would 
be asking for personal opinions. When someone purchases a mobile phone, they will usually 
register with their service provider e.g. Vodafone (i.e. our trade customers) and give details 
such as their name, gender, age group, address, when they expect to use the phone etc. 
Therefore each consumer could be accessed via their phone number and on condition that 
the service providers impart the information, the participants could then be randomly 
selected anonymously or perhaps preferable from stratified groups e.g. type o f user. It may 
be possible to have one group of'daytime users' and another of'evening/weekend users'. The 
consumers could then be contacted via their phones, though it might make sense to target 
those consumers in a particular area to avoid high travel costs. It might be useful to It might 
not be a good idea to combine trade customer and consumers into the same focus groups as 
they are likely to go off track.
Six stakeholder groups have been selected, as illustrated above. Due to the obvious variety in 
participant background (educational and vocational), attitudes, knowledge o f the subject and 
other problems that might be incurred by mixing some of the stakeholder groups together, it 
would be more productive not to mix the groups. Instead, there might be one or two focus 
group(s) for each stakeholder group. For example, there would be one focus group o f 
contract and joint venture manufacturers, one of trade customers, owing to the sheer number 
o f suppliers, two groups would be possible and then there would be two consumer groups. 
Obviously, the more focus groups are carried out, the more results would be generated; 
however there are quality, time and budget issues that must be considered. Following the 
results from the first round o f discussion would then however, indicate whether further or 
repeat focus groups would be worthwhile. For the first round of discussion, it is proposed 
that there are: , = . . . .
2 supplier groups, each consisting o f 6 people
1 trade customer group, consisting o f 4-6 people
1 contract and joint venture manufacturer group, consisting o f 6 people
2 internal stakeholder groups, each consisting o f 6 people 
- 2 consumer groups, each consisting o f 6 people.
= 8 focus prouns consisting of 46 - 48 people
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2.3.5 Focus Group Facilitator(s)
It is proposed that the research be carried out by the author (as the facilitator) and one other 
(possible another student who would assist in the focus groups preparation, note taking and 
data analysing). In order to assess the feasibility o f taking the role as facilitator, the author 
will sit-in on/take some part in focus group research carried out by SSMR and enrol on a 
focus group/facilitator course. The trial focus group would also give the researcher 
experience in facilitating, 'active thinking' and group management. It may also
2.3.6 Outline of proposed research
Little truly known about the nature o f Nokia's stakeholders' opinions and attitudes on 
environmental issues. In terms o f long-term development, Nokia recognises the importance 
o f stakeholder consultation and this research intends to investigate the environmental 
concerns and priorities o f the stakeholders. Not only is it important to ascertain these 
concerns but it is also important to understand the reasons behind these concerns.
The core research question is,
What are the environmental concerns and priorities of Nokia's stakeholders?
Which can be broken down into,
• What are the environmental concerns o f Nokia's stakeholders?
• In which priority would the stakeholders place these concerns?
The research will entail two stages; a preparatory stage and the actual focus group stage. The 
preparatory work will include a review o f all literature and provide an initial awareness o f 
the topics o f concern using information collected within the company, 'key informants' 
selected form each stakeholder group and a trial focus group. This evidence will prove 
crucial for the preparation and success o f the research.
The second, research stage will consist o f 8 focus groups in total, each consisting o f 4 to 8 
people and lasting around 60 to 90 minutes in time. The location of the focus groups will 
depend on the group and its participants. The focus groups will investigate in depth and 
expand on the views o f the various stakeholder groups. This research will provide Nokia
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with real evidence as regards to the views and opinions o f its stakeholders on environmental 
issues.
2.3.7 The stages of research
A Gantt Chart has been used to illustrate an outline timeframe for the stages of the research. 
Figure 17. Gantt Chart illustrating the research timeframe
■ Stage Apr Mav Jun Jul Aug Sep Oct Nov Dec
1 Literature review
2 Proposal & scoping
- -!
3 Project & Funding approvals
I I
4 Participant recruitment
r i
5 Key informant interview
6 Trial-Focus group
7 Focus group preparation
8 Participant pack sent out
L—
9 Focus groups
10 Feedback pack given out
l_l
11 Interpretation of results
12 Final reporting
i ___I
Double thickness indicates requirem ents of two persons
It is proposed that the research be realistically completed within 9 to 10 months and a brief 
outline o f the cost has been tabulated below in Table 17.
Table 17. Brief outline of estimated cost.
8 focus groups (based on 6 person per group) Expenditure
Recruitment 2000.00
Venues (based on student status) 200.00
Participant payment 1000.00
Participant Expenses 1200.00
Student facilitator 1000.00
Total 5400.00
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Stage 1: This is the ongoing process o f continually reviewing all the literature available in- 
house and publicly.
Stage 2: This report forms a research proposal project scoping, though may be subject to 
revision.
Stage 3: In order for any project to commence, approval is required. This research project 
will also require some funding, the extent o f which will be agreed upon submittal o f the 
research proposal.
Stage 4: Once the project has been approved, the participants are selected and recruited 
according to the detailed procedure in section 4.
Stage 5:Having selected the participants using the sampling procedure above, a set o f key 
informant interviews will take place. These interviews will be relatively informal and open 
and will be conducted primarily to provide information to facilitate the focus groups.
Stage 6: Using the information gathered from the interviews and from existing literature, an 
initial topic guide can be constructed and used during the trial focus group. The trial focus 
group participants will be selected from the company using a few willing volunteers and 
carried out on company premises. It is proposed that the participants be informed that the 
session will be filmed on a video camera (as discreetly as possible) and taped, beforehand. 
The experience and information gathered from the trial session will then be used to refine 
the topic guide/questioning route and any other areas such as the suitability o f the audio­
visual equipment.
Stage 7: Prior to the focus groups taking place, a preparatory pack would be sent to each o f 
the participants illustrating that the research is taking place for academic purposes as well as 
for Nokia, the information will comment upon what Nokia actually does and will also 
describe the intended use o f the results and comment upon confidentiality issues. The pack 
will not however contain any details that could be conceived as educating the participant on 
prominent environmental issues as this might result in them changing their opinion.
Stage 8: Having recruited participants and performed all the preparatory work the focus 
groups will commence. The location of the actual focus groups will depend on the 
participants but a neutral location may be selected if a meeting room on Nokia premises is
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not appropriate. As in the trial focus group the participants will be informed that the session 
will be filmed on a video camera (as discreetly as possible) and taped, beforehand. The 
developed topic guide/questioning route will be used to encourage group discussion and 
each group will last from around 60 to 90 minutes in duration.
Stage 9: After each group, it is proposed that a feedback pack be sent to thank each 
participant and ask for their comments with a view to improving any future research.
Stage 10: The data analysis o f the focus group material will begin as soon as the first group 
has finished and ideally before the next is commenced.
Stage 11: Upon completion o f all the focus groups and data analysis a report will be 
compiled illustrating all evidence. For the purpose o f analysing the results it may be 
beneficial to use a computer software package, though this has not be included in the cost 
estimates. The data from the focus groups may provide a clear indication o f the stakeholder 
attitudes and opinions and may indicate the need for a repeat round o f discussion. The 
information will also be used to help prepare the second round of focus groups with the 
remaining stakeholder groups. The results from the research will provide a genuine 
indication o f the environmental concerns of Nokia stakeholders and will also have initiated a 
dialogue between Nokia and its stakeholders on such issues.
2.4 EngD modules attended between O ctober 1st 1999 and A pril 1st 2000.
As part of the 1st year of the Engineering Doctorate programme, each Research Engineer 
must attend eight core modules and submit an assignment for each. During the first six 
months, six courses have been attended so far, namely:
• Communication & Leadership 1 (Induction course)
• Life Cycle Assessment
• Research Methods
• Project management
• Social Research Methods
• Clean Technology and Sustainability
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The following sections provide an insight into each module and the main topics covered so 
far.
2.4.1 Communication & Leadership 1 (Induction 1)
The first induction module gave a brief introduction into the Engineering Doctorate 
programme in Environmental Technology. Lectures and exercises during the week also 
covered Communication and presentation skills, team working and leadership skills. Each 
RE completed a 'Belbin self perception analysis', had their presentation skills constructively 
analysed and took part in a day's leadership course out in London.
2.4.2 Life Cycle Assessment
'To assume an environmental management approach, industry must become more 
adept at identifying some o f the long term consequences o f the ways in which it goes 
about satisfying customer’s needs. Life Cycle Assessments provides us with a holistic 
approach. In essence, an LCA is the evaluation o f  the relevant environmental, 
economic, and technical implication o f  a product, process or activity across its entire 
life span, from "cradle -  to - grave".'(Oxley-Green, 1999)
The LCA intensive module covered the principles and the method of carrying out an LCA, 
the relative advantages and shortcomings o f an LCA and the practical experience o f using 
LCA TEAM software. Lectures also investigated using LCA for improved products and 
product development and guest speakers spoke upon using LCA for Environmental Policy 
Making and in Environmental Management Systems.
2.4.3 Research Methods
The research student-training course provided an insight into the world o f research and 
postgraduate study. This shorter module briefly covered topics such as research 
methodology, data analysis, university information services, writing and publishing and gave 
a brief insight into the various aspects of intellectual property rights.
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2.4.4 Project management
'All projects must meet with set specifications, there are limits o f time and cost and the 
project must meet a market demand and obtain public acceptance'. (Oxley-Green, 
2000)
The project management module discussed the criteria that a successful project must meet 
and investigated the techniques used in project planning such Gantt charts and the 
Programme Evaluation Review Technique (PERT), exercises were carried in both. Lectures 
were also given in Time management, facilitating and organising meetings and prioritising 
tasks in in-tray exercises.
2.4.5 Social Research Methods
Social processes are at the root o f environmental change and social change is necessary to 
move towards sustainability and as a result there is a fast developing body o f social research 
on environmental issues. The social research module investigated the principles, merits and 
shortcomings o f a variety of qualitative and quantitative social research methods, the various 
sampling techniques, questionnaire design and data coding. The assignment set for the social 
research methods module formed the basis o f the research proposal featured in Section 2.2.
2.4.6 Clean Technology and Sustainability
Without adopting and integrating concepts such as Clean Technology and Sustainability, at 
our present rate o f consumption we are facing an environmental crisis.
'Clean technology is a means o f providing a human benefit which overall, uses less 
resources and causes less environmental damage than alternative means with which it 
is economically competitive'. (Clift, 2000)
Sustainability is the concept of '...m eeting the needs o f today without compromising the 
needs o f our future generations' as defined in the Brundtland report (WCED, 1987). In order 
for decision making to be sustainable one must evaluate and reconcile all environmental, 
social and techno-economic considerations. This module covered topics such as ecosystems 
and biodiversity, toxicology, current consumer patterns, dematerialization, politics on the 
environment, business and human needs, environmental policies and politics and the theory 
o f environmental ethics, all in a one week period.
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2.5 Projects at work
2.5.1 ENDS
The Environmental Data Services ENDs produce a daily account (ENDs daily) o f any 
environmental developments or news that occurs throughout Europe. Delivered 
electronically, this service provides information on all environmental issues from Corporate 
to Waste policy to Sustainable Development, Transport and Marine policy. Owing to such a 
large subject basis, naturally not all the information is related to the electronics or mobile 
phone industry. As a result having to sort through those articles that are, and are not relevant, 
to read, can take up precious time in one's daily schedule.
In order to have quick and easy access to the relevant information, my industrial supervisor, 
also a graduated EngD Research Engineer found it useful to summarise the appropriate 
'ENDs daily' articles into one report at the end o f each month. This task has now been passed 
over to author, and each monthly issue is accessible by all Nokia employees, as it is now 
made available on the Nokia Environmental Intranet.
2.5.2 Phone collection bin
To increase the general awareness and easily facilitate the collection o f old, unwanted 
mobile phones, the author has been made responsible for organising a mobile phone 
collection bin in two of Nokia's sites in the UK.-Located within the reception areas o f 
Ashwood House in Camberley and Southwood in Famborough, the bins will encourage 
Nokia employees (and non-employees) to bring in their old unwanted mobile phones and 
accessories and dispose o f them into the bins, where they can then be sent for recycling.
Bin
The bin itself will have two compartments: one for the batteries and the other for the mobile 
phones plus accessories. Owing to site regulations, all batteries must be taped up for storage 
and this message will be clearly labelled on the bin and tape provided. It is suggested that the 
number o f phones/batteries deposited into the bin be monitored on a weekly basis: to 
observe the success of the scheme and to ensure that no model prototypes are accidentally 
placed into the bin.
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Logistics
The phones and accessories will be transported from Ashwood House to Southwood on a 
weekly basis using the existing 'postal run' that is set up between the two sites and runs twice 
daily.
From Southwood, the batteries will then be added to the existing 'battery run' and the phones 
plus accessories will either be posted (small volumes) or collected, according to which 
particular Recycler is used.
Recycling
Depending on the volumes collected the phones and accessories will be posted to the 
Recycler or for larger volumes, using a transportation system that is already in place would 
be the most preferable mode.
Security and monitoring issues
To deter people from putting prototype models into the bin, to monitor whom is using the 
facility and for future information, it is suggested that every person fills in a short form when 
they dispose of their phones(s). Typical questions may ask in which age band the person lies, 
their job function within Nokia (or not if the case may be), the number o f phones they are 
depositing and the models o f these phone etc.
The phone bin collection proposal has been accepted and it is projected that the bin and 
recycling system be set up and running by the end o f the second quarter, 2000.
2.6 Conclusions from the period dating the October 1st 1999 to April 1st 2000
Over the six-month period dating from October 1st 1999 to April 1st 2000, there have been a 
number o f developments where are encapsulated in this report. The core conclusions drawn 
from this period are defined in these final few paragraphs.
2.6.1 Stakeholders
It is widely acknowledged that today, there is a call for organisations to be more open and 
socially and ethically accountable and stakeholder consultation has been identified as a 
means o f facilitating public acceptance. As a technique, stakeholder consultation can 
provide decision-makers as a whole with multiple perspectives or a means to reconcile
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controversial or just potentially difficult issues. Yet despite this increasing interest in 
stakeholders, there is much uncertainty as to how a stakeholder is defined and what actually 
constitutes an affect or an influence.
Section 2.2 o f this progress report suggests an approach to stakeholder analysis and 
discusses how we define a stakeholder and what is perceived as an affect. From this 
investigation it has been concluded for now (so as not to exclude any individuals or group of 
individuals or to set any boundaries), stakeholders will be defined as,
". . .  those who are affected by or can affect an organisation's operation, fo r good or
bad".
An effect may be good or bad, or be direct or indirect. It has also been acknowledged that an 
effect may be either on physical or mental level. Although essentially it is recognized that 
this definition may have included every single being in the world, the author feels that where 
we draw the line should be an issue of practicality and not bounded by a definition. Using 
the stakeholder definition and evaluating the Nokia organization and its supply chain, 
seventeen different Stakeholder groups have been identified. Though owing to the nature of 
what defines a stakeholder it must be noted that the list o f groups identified may be subject 
to revision in future. It is suggested that the stakeholders be divided into one o f three 
categories: Internal, External and Surrogate Stakeholders.
As Nokia's Stakeholders can affect or be affected at any time, this report suggests a 
'modified life cycle approach', which is used to categorise the stakeholders according to how 
they are affected or how they can influence each stage. This approach defines five distinct 
stages within the life cycle o f a mobile phone: Supply, Design, Manufacture/Assembly, Use 
and End-of-Life (EoL). Using certain characteristics o f the means by which or the way in 
which one stakeholder affects another, for each stage o f the life cycle the stakeholders have 
been analysed using a 'core and extended system approach'. Although this approach enables 
us to categorise the stakeholders it is concluded that in its present state is not entirely 
satisfactory.
The core and extended systems are differentiated according to how frequently the 
stakeholders affect the company or how frequently Nokia affects the stakeholders and, how 
direct these effects are. However characterising the stakeholders on this basis is made 
primarily on how the stakeholders affect or are affected today and what can be projected for 
the near future, yet it does not distinguish how powerful the stakeholders are; which might
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provide a more useful (though more subjective) representation. Whereas the core-extended 
system approach has great potential in categorising the stakeholders it is felt that this has not 
been truly realised to date. Section 2.2.8 illustrates that it is possible to conclude in which 
direction an affect is likely to go, between Nokia and the stakeholder group, though the 
relative influence they may have on each is far more difficult to encapsulate and further 
development o f this approach is required.
2.6.2 Social Research Proposal
To genuinely determine the environmental concerns and priorities o f Nokia’s 
Stakeholders, Section 2.3 concludes that focus groups would be the most suitable 
research method to use. For the first round of research, the proposal suggests six 
stakeholder groups for participation. By researching any existing information within the 
company and by collecting the information provided by key informant interviews and 
trial focus group, a series o f 7 to 8 focus groups should be conducted in this first round. 
Each group hopefully providing an in-depth understanding into the concerns and 
priorities of the stakeholders.
Although it is recognised that facilitating and analysing 7 to 8 focus groups will by no means 
be an easy feat, thorough investigation o f the literature, gaining experience and careful 
planning will hopefully end in a catalogue o f relevant, non-flctional results. It is hoped that 
the research proves an invaluable experience and,
"...(focus groups) will also do what any successful qualitative research technique 
must do: lead us to ask better questions, based on our contacts with the experiences 
and perspectives o f  those who participate in our research" (Morgan 1988).
2.6.3 In Summary
The nature o f the project to date has been defined and it is felt that this project will provide a 
'Contribution to the Environment'. Over the last six months the RE has attended all six o f the 
core Engineering Doctorate modules and is gradually gaining familiarity with the processes 
at Nokia. As illustrated in this report, the progress made within the last six months has 
satisfactorily fulfilled the set aims and objectives. The objectives for the next six have been 
outlined in the following and final Section o f this progress report.
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Section 3: April 1st 2000 to October 1st 2000.
3.1 Aims and objectives for the period — April 1st 2000 to October 1st 2000.
The aim and objectives for the second half o f year 1 :
Continue with the stakeholder analysis,
• Review the feasibility o f social research methods to initiate dialogue and establish the 
concerns and priorities of the stakeholders on environmental issues
• Plan to initiate dialogue with a few stakeholders groups
Acquire awareness for,
R& Dfor Product development
• Review the various stages of R&D
• Review Design for Environment in R&D
• Review the decision-making process and investigate the implementation criteria 
and Decision Structures
• Review the various forms of decision structures
• Review the respective characteristics o f decision structures
• Review the valuation of concerns and prioritisation
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Section 1: Introduction
This document covers the progress o f the Research Engineer over the second half of the first 
year of the Engineering Doctorate Programme, for the period dating from April 1st 2000 to 
October 1st 2000. Section 1 provides a brief overview of the various sections within this 
document. Section 2 forms the main section within this document. At the end o f the last 
Progress Report (Progress Report 1), the objectives for this six-month period o f work were 
proposed and are again stated at the beginning o f this Section o f the report. Sections 2.2 to 2.
7 then go to describe the progress that has been made towards meeting these objectives.
The main topics discussed in this report are outlined as follows.
a) Section 2.2 introduces a 'typology o f participation' as a way of clarifying 'stakeholder 
participation'. In particular, this typology illustrates that there are different types, or 
levels, of'stakeholder participation' ranging from informative to decisional which is used 
to place the nature of my work in 'stakeholder consultation' into context.
b) Section 2.3 outlines the project proposal to carry out the 'stakeholder consultation' to 
ascertain and address the environmental concerns of Nokia stakeholders. It has been 
proposed that a social research study should be carried out to elicit stakeholder views 
and perspectives. The project plan that proposed this study is included in Appendix B. 
This plan was presented to Nokia on 18th September 2000, the social research study was 
approved and as a result o f the meeting, as illustrated in Section 2.3.5, the scope o f the 
study has been revised.
c) Section 2.4 highlights my main responsibilities in organising the Engineering Doctorate 
in Environmental Technology Annual Conference that took place in September o f this 
year. The recommendations from organising the conference are outlined in Section 
2.4.4.
d) Section 2.5 outlines the conference paper and oral presentation that were prepared and 
presented at the Annual Conference and are included in Appendix C & D accordingly.
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e) As part o f the EngD Programme, the Research Engineer attended three modules during 
the last six-months and a brief account o f these modules has been outlined in Section 
2 .6 .
f) The main conclusions from this six-month period are then outlined in Section 2.7.
g) Finally, the objectives for the next six months are proposed within Section 3 o f this 
progress report.
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Section 2: April 1st 2000 to October 1st 2000
At the end of Progress Report 1, the objectives for this six-month period were proposed and 
are again stated below. The subsequent sections demonstrate the progress that has been 
made towards meeting these objectives and those other activities that have occurred during 
this six-month period. In particular major developments have been made in the 'stakeholder 
analysis'. A form of stakeholder consultation has been proposed to elicit the environmental 
concerns of Nokia stakeholders. A social research study will be conducted within the UK. 
No specific studies have been conducted to investigate the product development and 
decision structures used within Nokia over this six month period but an awareness has been 
achieved through working experience within the company.
2.1 Aims and objectives for the period — April 1st 2000 to October 1st 2000.
The aim and objectives for the second half o f year 1 :
Continue with the stakeholder analysis,
• Review the feasibility o f social research methods to initiate dialogue and establish the 
concerns and priorities o f the stakeholders on environmental issues
• Plan to initiate dialogue with a few stakeholders groups
Acquire awareness for,
R& Dfor Product development
•  Review the various stages o f R&D
• Review Design for Environment in R&D
• Review the decision-making process and investigate the implementation criteria 
and Decision Structures
• Review the various forms of decision structures
• Review the respective characteristics o f decision structures
• Review the valuation o f concerns and prioritisation
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2.2 Stakeholder Participation
'No firm exists in a vacuum [and] every industrial activity is linked to thousands o f  
other transactions and activities and to their environmental impacts' (Graedel and 
Allenby, 1995, p8)
This quote from Graedel and Allenby's 'Industrial Ecology' encapsulates quite aptly the 
necessary realisation that the scope o f a company's accountability stretches far beyond their 
immediate business and that they themselves are just one link in a chain. The demands and 
pressures on organisations and industry as a whole for improved environmental and social 
accountability are steadily increasing and can be attributed to a number o f different 
stakeholder5 groups.
'Put simply, the way in which stakeholders react to company decisions can have a 
dramatic effect on the success or failure o f a company's investment decision, be it on 
sales revenue, market share or any other strategic indicator' (Earl et al 1998)
The incentive therefore for companies to consider stakeholder concerns and priorities in 
environmental decisions and activities has never been stronger. The third principle o f the 
International Chamber o f Commerce's (ICC) Business Charter for Sustainable Development, 
shown in the box below, recognises the importance o f taking consumer and community 
needs and expectations into account, alongside other issues, in the development o f corporate 
policies and programmes. For many businesses, consumers and communities are recognised 
as key stakeholder groups.
Environment and Sustainable Development. The Business Charter for 
Sustainable Development
httD://www.iccwbo.org/sdcharter/charter/principles/principles.asp)
3. Process of improvement: To continue to improve corporate policies, 
programmes and environmental performance, taking into account technical 
developments, scientific understanding, consumer needs and community 
expectations, with legal regulations as a starting point; and to apply the 
same environmental criteria internationally.
5 Stakeholders can be defined a s  those who are affected by or can affect an organisation's operation
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Every organisation that is committed to the ICC business charter is also committed to the 
underlying principles o f the charter. Stakeholder relationships and 'information on the 
processes and methods by which stakeholders- both internal and external to the enterprise -  
are engaged' is also stated as one o f the main guidelines in the Global Reporting Initiative 
(GRI)6 (Sustainability reporting Guidelines, GRI, 2000).
So the pressures for companies to engage in stakeholder participation o f some form or other 
are gradually being realised and are greater than ever. However as far as the author is aware, 
as of yet there is no one governing methodology or guidelines to illustrate what is meant by 
'stakeholder participation'.
2.2.1 Stakeholder '.........’?
Stakeholder dialogue, stakeholder consultation, stakeholder participation, stakeholder 
engagement, stakeholder analysis are all terms used to describe the processes which involve 
some form of contact being made between an individual or organisation and their 
stakeholders. However, these terms remain largely undefined and generally no real 
distinction can be made between them. The reasons and methods used for initiating 'contact' 
with stakeholders and what happens as a result, can be found to vary from one situation to 
another. For example, the term 'participation' has been used to justify the reconciliation of 
potential conflicts, to justify external decisions or, simply to collect data. Obviously the use 
o f the term 'participation' for such different purposes inevitably results in generating 
widespread confusion (Pretty, 1994). In attempt to clarify what is meant by stakeholder 
participation this section introduces an approach known as the 'Typology o f Participation'.
The 'Typology of Participation' as proposed by Pretty (Pretty & Shah, 1994) suggests that 
there are different types, or levels, o f participation. This specific typology was developed 
from research into the various applications o f people's participation in soil and water 
conservation (swc) projects and development programmes during the twentieth century. 
'People' in this sense referred mainly to farmers and rural people. Evaluating the varying 
degrees, and success, o f people's participation within various swc projects, Pretty observes 
that there are '...different types o f participation, depending on a range o f factors.' In cases
6 The Global Reporting Initiative (GRI) is an international, m ulti-stakeholder effort to crea te  a  comm on framework for 
voluntary reporting of the economic, environmental, and social impact of organisation-level activity to elevate the 
comparability and credibility of sustainability reporting practices on a  worldwide level (from GRI w ebsite, found a t 
http://www.globalreporting.org/).
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where 'participation' was defined as 'local people providing labour in return for food or 
money', it was found that this '...produced results during the lifetimes o f projects, which do 
not persist once the project ceases' (Pretty & Shah, 1994). However, more recent examples 
have shown that those participatory processes where farmers were more involved, to a point 
o f 'self mobilisation', for example by instigating their own investigations and analyses and 
then sharing their knowledge and insights with outsiders, have proved to be increasingly 
popular, powerful and successful. A copy of Pretty's typology and the corresponding 
components o f each type are illustrated in Table 2.1, columns I & II.
Looking at Pretty's 'typology' it is evident that the core principles are applicable to almost 
any case and are just not restricted to swc projects. As previously acknowledged, there is no 
one governing methodology or definition for 'stakeholder participation', but Pretty's 
approach does provide a logical template for more rigorous application o f 'stakeholder 
participation'. More recent research indicates that this particular 'typology o f participation' is 
indeed quite widely accepted. For example, The Environment Council presented an 
adaptation o f this ' Typology of Participation, from a community perspective' during a 
Principles and Practise o f Stakeholder Dialogue Workshop (The Environmental Council, 
June 2000) and, this typology was also presented by KPMG as the 'ladder of participation' -  
Quality o f Dialogue (KPMG, 2000). As the typology is specifically related to swc projects, it 
is suggested that a more 'general' description or application o f the typology can be adapted 
from Pretty's components and an example o f this is proposed in Table 2.1, column III.
The nature o f the participation process in Table 2.1 refers to how external stakeholder 
groups participate in 'development programmes and projects' but from a 'community 
perspective'. Going beyond Pretty's classification in Table 2.1, I have proposed a 
classification o f participatory processes from a 'company perspective' in Table 2.2. This 
table proposes how companies might be involved at each stage o f the typology. A more 
detailed explanation is outlined in Section 2.2.2 o f this report. Although 'self mobilisation' 
has not been included in the company perspective o f this typology, this is because the author 
is unsure o f what this might mean for an organisation rather than saying that this is not 
applicable. It should be noted that the company perspective illustrated in Table 2.2 is 
applicable to the participation o f all stakeholder groups: internal, external and surrogate.
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Table 2.1: A typology of participation (Adapted from Pretty 1994)
TYPOLOGY
(Pretty, 1994)
'COM M UNITY PERSPEC TIV E'
Components o f each type ' General components
(Pretty, 1994) (adapted from Env Council (2000)
• Passive 
participation
People participate by being told 
what is going to happen or has 
already happened. It is a unilateral 
announcement by an 
administration or project 
management without any listening 
to people's responses. The 
information being shared belongs 
only to external professionals
Unilateral announcement is made. 
No attempt to listen to views or 
respond to people's concerns. Can 
spark protests.
• Participation 
by
information
giving
People participate by answering 
questions posed by extractive 
researchers using questionnaire 
surveys or similar approaches. 
People do not have the 
opportunity to influence 
proceedings, as the findings o f the 
research are neither shared nor 
checked for accuracy
People respond to questionnaires, 
surveys and such like but have no 
opportunity to influence, see or 
verify final results. This process 
just generates information.
•  Participation 
by
consultation
People participate by being 
consulted, and external agents 
listen to views. These external 
agents define both problems and 
solutions, and may modify these 
in the light o f people's responses. 
Such a consultative view process 
does not concede any share in 
decision-making, and 
professionals are under no 
obligation to take on board 
people's views
People are asked for views and 
opinions which may (but not 
necessarily) be taken into 
consideration. No real share in 
decision-making. This process 
generates information and can 
raise people's expectations
• Participation 
for material 
incentives
People participate by providing 
resources, for example labour, in 
return for food, cash or other 
material incentives. Much on- 
farm research falls into this 
category, as farmers provide the 
fields but are not involves in the 
experimentation or the process of 
learning. It is very common to see 
this called participation, yet 
people have no stake in 
prolonging activities when the 
incentives end
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• Functional 
participation
People participate by forming 
groups to meet predetermined 
objectives related to the project, 
which can involve the 
development or promotion or 
externally initiated social 
organisation. Such involvement 
does not tend to be at early stages 
o f project cycles or planning, but 
rather after major decisions have 
been made. These institutions 
tend to be dependent on external 
initiators and facilitators, but may 
become self dependent
People are involved and assist in 
meeting pre-determined 
objectives, although occurring late 
on in the decision making process.
• Interactive 
participation
People partake in joint analysis, 
which leads to action plans and 
the formation o f new local 
institutions or the strengthening of 
existing ones. It tends to involve 
interdisciplinary methodologies 
that seek multiple perspectives 
and make use o f systematic and 
structured learning processes. 
These groups take control over 
local decisions, and so people 
have a stake in maintaining 
structures or practices
Joint analysis, action planning, 
multiple perspectives. People are 
involved from the beginning 
ensuring that decisions have 
strong shared ownership and 
people have a stake in 
maintaining them
• Self
mobilization
People participate by taking 
initiatives independent o f external 
institutions to change systems. 
Such self initiated mobilisation 
and collective action may or may 
not challenge existing inequitable 
distributions o f wealth and power.
People take the initiative to form 
groups and ultimately retain 
control
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Table 2.2. An adaptation o f the Typology of Participation from a community and company 
perspective
TYPOLOGY
(Adapted from 
Pretty, 1994)
’COM MUNITY PER SPEC TIV E’
Adapted from Env Council, (2000)
’COM PANY PER SPEC TIV E’
INFORMATIVE
• Passive 
participation
• Participation 
by information 
giving
Unilateral announcement is made. 
No attempt to listen to views or 
respond to people's concerns. Can 
spark protests.
People respond to questionnaires, 
surveys and such like but have no 
opportunity to influence, see or 
verify final results. This process 
just generates information.
Company makes announcement 
and / or sends out leaflets 
informing o f company 
plans/intentions.
Company carries out surveys; 
'extractive' research to generate 
information.
CONSULTATIVE
• Participation 
by consultation
• Functional 
participation
People are asked for views and 
opinions which may (but not 
necessarily) be taken into 
consideration. No real share in 
decision-making. This process 
generates information and can raise 
people's expectations.
People are involved and assist in 
meeting pre-determined objectives, 
although occuring late on in the 
decision making process.
Company carries out more in- 
depth research asking for views 
on proposals which may (but not 
necessarily) influence plans
Company involves people in 
projects/ schemes but after key 
decisions have been made.
DECISIONAL
• Interactive 
participation
• Self 
mobilization
Joint analysis, action planning, 
multiple perspectives. People are 
involved from the beginning 
ensuring that decisions have strong 
shared ownership and people have a 
stake in maintaining them
People take the initiative to form 
groups and ultimately retain control
Company involves people in the 
decision making process, using 
joint analysis, action planning 
and multiple perspectives. A lot 
o f commitment for both 
company and stakeholder
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2.2.2 The ’Typology of Participation' from a company perspective.
As highlighted in Section 2.2, the pressures for companies to engage in contact with their 
stakeholders are increasing. However for many organisations, taking part in even the 
simplest form of stakeholder participation is still a new concept. There are no strict 
guidelines or methodologies to follow and the literature available on the topic is potentially 
confusing. As illustrated in section 2.2.1 the term 'participation' can be used to both justify 
and cover a wide range o f activities; so in essence companies can set up even the simplest 
dialogue and call it stakeholder participation. The typology o f participation as proposed in 
Table 2.2 helps to clarify what is meant by 'Stakeholder Participation'. The typology 
proposes three different levels of participation: informative, consultative and decisional
a) Informative participation
The term 'informative' is used to describe the participation processes which involve 
information being passed from one body to another, in this case, from the company to the 
stakeholder or vice versa. The most basic form o f participation in this typology is passive 
participation. This involves a company making announcements or sending out leaflets to 
inform the stakeholder^ o f their company plans/intentions. At this level, the role o f the 
stakeholder is only to be on the receiving end o f information. The company has complete 
control as to how they want to inform the stakeholder and what the stakeholder should be 
told. For example a manufacturing site might have plans to build a new building or a 
chemical plant may be planning to start production on a new chemical. The company in light 
o f these plans might send out an 'information leaflet* to all local residents. The local 
residents may be content with this level o f communication and may feel happy to have been 
informed. However, such a unilateral announcement might cause protests.
The next level within informative participation also involves information being provided, 
only this time from the stakeholder to the company. If  a company wants to generate 
information on an 'issue' they may carry out a survey on some stakeholder groups. Unlike 
the passive participation above, participation through information giving involves a 'two' 
way process; the company is asking the questions and the stakeholder is providing the 
answers. However the purpose o f this is only to generate information, so in essence there 
would be no feedback between the two bodies, so the 'two-way process' is limited.
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b) Consultative participation
In consultative participation the involvement o f both the company and the stakeholder(s) 
increases. In participation by consultation, the company is involved in carrying out much 
more in-depth studies. Stakeholders are asked for their views and perspectives upon 
company plans and/or proposals. The material generated from this research may then be 
used to influence the plans or future plans is some way, but not necessarily. For the 
company, such an in-depth study may elicit veiy useful issues or areas in need o f more 
evaluation. On the other hand, for the participants of the research, discussing viewpoints and 
perspectives on issues can raise expectations o f what will happen as a result to their 'input'.
Now, the key component o f functional participation is that stakeholder perspectives are 
feedback into company plans or projects. At this level o f participation, stakeholders may be 
involved in shaping or helping to meet pre-determined objectives o f a project or plan. 
However their main involvement occurs after the key decisions have been made. From a 
company perspective, involving stakeholders within company projects, albeit late in the 
decision making process, can result in implementations which are more socially acceptable. 
However as the stakeholders are involved after the key decisions have been made, the extent 
to which they can influence the project or plans is limited.
An example o f consultative participation is proposed in Section 2.3 o f this report,
c) Decisional participation
In terms o f decisional participation, stakeholders are actually involved and participate in the 
decision making process. Interactive r participation is used to describe the level of 
participation where companies involve and interact with stakeholders from the beginning o f 
a project or plan. This means taking multi-perspectives into consideration and reconciling 
the possibly disparate objectives of the various stakeholder groups. The result o f involving 
stakeholder groups from the onset of the decision making process would require significant 
commitment from the company. Embarking on decisional participation, means that the 
actions and plans derived from the interactive decision making process would have to be 
accepted. There would be no guarantee that the decisions and actions derived from 
decisional participation would be the same as if  there were no participation; in fact, they are 
likely to be different. Would companies be willing to accept the decisions derived from such 
a process? It could be argued that in terms o f long-term success, the decisions resulting from 
such a process would be 'better' decisions as, by involving stakeholders within the decision 
making process, companies are helping their decisions to be more sociably acceptable and
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responsible. If  a company were working towards Sustainable Development for example, 
then they would need to take social issues into account in decision making. Decisional 
participation would therefore be proposed as the appropriate form o f stakeholder 
participation.
Table 2.3. An adaptation of the Typology o f Participation from a company perspective, illustrating
potential outcomes, examples and the potential risk.
TYPOLOGY
(adapted from 
Pretty, 1993)
'COM PANY
PERSPEC TIV E'
Com ponents
OUTCOM E Risk
Factor
INFORMATIVE
• Passive 
participation
• Participation 
by
information
giving
Company makes 
announcement and / or sends 
out leaflets informing o f 
company plans/intentions.
Company carries out 
surveys; 'extractive' research 
to generate information.
Stakeholder (s) are 
informed e.g. through 
community newsletter
Information generated 
for the company e.g. 
customer questionnaire
Increasing
CONSULTATIV
E
• Participation 
by
consultation
• Functional 
participation
Company carries out more 
in-depth research asking for 
views on proposals which 
may (but not necessarily) 
influence plans
Company involves people in 
projects/ schemes but after 
key decisions haye been 
made.
Insight into 
stakeholder views and 
perspectives on an 
issue/ proposal. 
Stakeholders may have 
raised expectations.
Stakeholders involved 
and help facilitate 
mipre widely 
acceptable 
implementations. 
Influence is limited 
though.
DECISIONAL
• Interactive 
participation
• Self 
mobilization
Company involves people in 
the decision making process, 
using joint analysis, action 
planning and multiple 
perspectives. A lot of 
commitment for both 
company and stakeholder
More informed 'better' 
decisions. Shared 
sense of ownership of 
outcome, social 
acceptability. Decision 
that contributes to 
Sustainable 
Development?
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As highlighted in Section 2.2 self-mobilisation has not been included within the company 
perspective. However this is because the author is unsure o f what this might mean for a 
company rather than saying that this is not applicable.
In going from informative to decisional participation the involvement and commitment 
between both the company and the stakeholder(s) increases, the outcomes can be more 
rewarding but so do the potential risks. These trends are illustrated in Table 2.3.
2.2.2.1 Why is the ’Typology of participation' useful?
This table is proposed here as a useful template for companies starting stakeholder 
participation as it illustrates three different levels o f participation and what is involved at 
each level. Table 2.3 enables a company to look at what they want to get out o f the 
stakeholder participation and see the level o f participation they should get involved in. For 
example companies who just want to inform their stakeholders o f what they are doing or 
planning to do should take an informative level of participation. However,
"If the objective o f development planning is to achieve sustainable development, then 
nothing less than functional participation will suffice" (Pretty, 1994)
Those companies who are aiming for sustainable development should be aiming fo r  
decisional participation. This is because social acceptance is necessary for sustainable 
development and it is only at the level o f functional participation or above that stakeholder 
perspectives are involved and can influence the decision-making processes.
2.2.22 The risk in stakeholder participation
Whereas the benefits from the participation increase as you move from one level to another, 
so too does the risk factor as you move from one level to another, as illustrated alongside 
Table 2.3. In fact the potential for the stakeholder participation to go wrong becomes greater 
as you move from informative to decisional participation. The result o f the stakeholder 
participation going 'wrong' could potentially be very damaging for a company. For example, 
stakeholder participation is inherently based upon trust and openness and if a company has 
initially committed to too high a level of participation and found that they were then unable
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to keep that commitment, this trust would be broken. At a minimum this could seriously 
damage the relationship with the stakeholder^.
22.23  Where companies should start
Although I have suggested that decisional participation is necessary for sustainable 
development, it would also not be sensible to advise a company who is new to Stakeholder 
Participation to go straight in at this level. As noted in Section 2.2.2 above, initiating 
interactive participation (the first level within Decisional Participation) with stakeholders 
means involving them within company decision making processes from the onset; this 
would require significant company commitment. Would a company be prepared to accept 
and implement the decisions and actions derived from such a process? Decision-making 
processes are often well embedded within the whole culture o f the company and changing 
these processes, as suggested by decisional participation can be difficult. Secondly, 
stakeholder participation from at least a consultative level is still predominantly a new 
concept and as a result there is very little experience in these techniques.
Figure 2.1 Stakeholder participation leading towards Sustainable
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Admittedly, the most suitable type of participation varies from one situation to another. 
Some companies may be suited to a higher level o f participation, but for those considering 
stakeholder participation for the first time, 'informative (or possibly consultative)
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participation' may be the most appropriate. At least, the inquiry process itself, which is 
involved in this type o f participation, may lead to debate about change which in itself is an 
integral part of development. It also provides the company with the opportunity to evaluate 
whether (or when) to contemplate moving through to the next stage in the participation 
typology as illustrated in Figure 2.1
2.3 Project Proposal
In terms o f long-term development, Nokia recognises the importance of using stakeholder 
perspectives to direct future environmental activities. However little is documented about the 
environmental concerns o f Nokia stakeholders and how these views may affect their day to 
day activities. The reason for this is that as of yet, there has been little systematic 
investigation into stakeholder attitudes towards environmental issues.
To address the environmental concerns o f Nokia stakeholders it is proposed that a form of 
'stakeholder consultation' should be undertaken. The methodology o f the stakeholder 
consultation involves a four-stage process, as illustrated in Figure 2.2 below. The first stage 
involves the identification o f Nokia stakeholders; this stage is outlined in Progress Report 1. 
Having identified the stakeholder groups, it is proposed that a 'social research study' is 
necessary to elicit the concerns and perspectives o f Nokia stakeholder towards the 
environmental issues associated with Nokia and Nokia Mobile Phone products. Having 
ascertained the stakeholder perspectives, these issues should be addressed and fed back into 
the decision making process to direct future environmental activities within Nokia. Looking 
at the steps proposed in this project and referring to Table 2.2, the stakeholder participation 
proposed lies predominantly in the category o f ’consultative participation’; hence the term 
'stakeholder consultation'.
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Stage 3: Analysis Et Interpretation
Stage 1 : Stakeholder Identification
Stage 2: Acsertain stakeholder concerns
Stage 4: Address Et Feedback into 
DM process
Figure 2.2 Stakeholder consultation
The Research Engineer proposes that in carrying out a form of stakeholder consultation, the
research will benefit Nokia through:
•  Helping Nokia in becoming a more environmentally responsive company. To become 
more environmentally responsive, Nokia needs to anticipate societal concerns and 
expectations. This research will establish the social views and concerns o f 
environmental issues; integrating these concerns into decision-making processes is in 
line with Nokia's commitment to sustainable development and the ICC business charter.
• Helping to direct future environmental activities. Research may reveal unconsidered 
issues, will highlight 'priority' gaps, provide an initial awareness into stakeholder 
concerns and bring to ahead possible inconsistencies. This research will then help Nokia 
to direct future environmental activities within the Company; aligning Nokia priorities 
with stakeholder priorities.
• Helping the implementation o f environmental issues. Understanding the concerns and 
views of (internal) stakeholders will help facilitate the implementation of environmental 
issues into the decision-making processes, which is necessary to realise environmental 
improvements.
• Building up stakeholder relationships. Initiating discussion will help strengthen Nokia- 
stakeholder collaborations and will enable Nokia to contemplate the proactive 
involvement o f stakeholders in environmental activities.
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• Generating information to help align environmental reporting with target audience. 
Highlighting the environmental issues o f most concern will enable Nokia to focus 
environmental reporting to the target audience.
2.3.1 P roject aims and objectives
The aim of this project is to ascertain and understand the environmental concerns and 
priorities o f Nokia stakeholders. By investigating the environmental concerns o f a wide 
range o f internal and external stakeholders this project aims to evaluate stakeholder priorities 
and use this information to:
1. Provide environm ental decision-making w ith a m ore balanced basis to help 
contribute tow ards sustainable development (as per Nokia Environmental Policy, 
found at http://www.nokia.com/environment/env.html). Within the overall goal o f 
sustainable development, decision-making should consider social, environmental, 
economic and technical issues.
2. Help direct fu tu re  environm ental activities within Nokia , thus helping to align 
Nokia priorities with the priorities of both internal and external stakeholders so that 
Nokia's activities are more environmentally responsive with a broader social acceptance.
3. Help the incorporation of environm ental issues into the Nokia/NM P decision 
m aking process, through gaining an insight into the concerns and perspectives of 
internal stakeholders.
4. Provide a baseline of inform ation, which will help Nokia in anticipating the concerns 
and expectations o f its stakeholders, thus becoming more responsive to environmental 
issues. This (real) information will be used to illustrate the concerns o f the stakeholders, 
which may enable Nokia to assess the feasibility o f the proactive involvement of 
stakeholders, both internal and external, into environmental decision-making.
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2.3.2 Social Research Study
This project proposes that a social research study should be carried out to elicit the attitudes 
towards environmental issues. The key research questions for this social research study are 
outlined below. The research questions aim to assess the awareness and investigate the 
attitudes of Nokia stakeholders to environmental issues. The research aims to identify the 
environmental concerns of Nokia stakeholders, the priority o f these concerns and why these 
issues are o f concern. The research questions fall into two categories; the first questions will 
form the focal subjects of discussion and are hence primary questions, while the latter two 
will provide useful information but will take a less central role and are hence classified as 
secondary research questions.
Primary research questions:
•  Which environmental issues does the stakeholder see associated with Nokia and 
those operations with Nokia in which the stakeholder is involved?
•  With which of these environmental issue(s) are Nokia stakeholders most 
concerned?
•  Why are these environmental issues o f most concern to the stakeholder?
Secondary research questions:
•  Which environmental issues do Nokia stakeholders feel that Nokia could/should 
be addressing and why?
•  Who do Nokia stakeholders feel is responsible for environmental issues in 
Nokia/Nokia Mobile Phones /Product Creation and where does the stakeholder 
feel their responsibilities to lie?
One of the queries that has been raised whilst devising the research questions, is whether 
the participant will respond to the questions differently according to the position in which 
he/she places himself. For example, the environmental issues which are o f most concern 
to you may differ according to whether you answer as an 'employee to Nokia' or from 
your own personal views. Indeed,
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’Business ethics focuses on the duty o f  individuals to satisfy the legitimate claim o f  
others'. (ESRC GEC Programme fin a l report, 1997)
The ethics o f business is determined through values and cultural beliefs, yet Cotgrove et 
al (1981) argue that the goals which individuals seek to maximixe for society may not 
correspond to the goals they seek to maximise in situations, such as their family life; 
concluding that values are specific to situations. This raises the question whether we are 
trying to ascertain the 'concerns' in a societal or business situation or in a personal 
situation. However, is realising and attending to the values o f one situation 'better' than 
realising those in the other? Stakeholder groups such as consumers may tend to respond 
on a personal level, while representatives from a Nokia supply partner may answer from 
either. Is there a need for consistancy in the responses, if  not across the stakeholders then 
within the stakeholder group? If  so, do the research questions lend themselves toward this 
or are they too open?
It is planned that research question will be piloted in the key informant interviews and the 
trial focus group, where they can be rephrased accordingly. Hopefully a trial run will 
illustrate whether the questions have been understood and are evoking the desired level of 
responses.
2.3.3 Research Methodology
It is proposed that the research will entail three stages; a planning stage, an 
exploratory/investigative stage and an evaluative & interpretative stage. The planning and 
exploratory stages are outlined below.
The planning stage involves a steering group who will provide an overview o f the project. 
The steering group will consist o f the Research Engineer, Dr. Lucy Wright (Industrial 
Supervisor, Environmental Strategy Manager, NMP), Prof. Roland Clift (Academic 
Supervisor, Director o f CES, University o f Surrey), Outi Mikkonen (Environmental 
Communications Manager, Nokia), Dr. Kate Bumingham (Lecturer in Sociology o f the 
Environment University o f Surrey) who will present a neutral perspective and has 
experience in social research and a representative from Human Resources. The group will 
meet to discuss the research objectives from various perspectives, the proposed social
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research approaches and issues relating to the various stakeholder groups. A wide variety o f 
steering group participants will ensure the research is beneficial to Nokia whilst maintaining 
objectivity and academic rigour
The exploratory stage consists o f 3 parts: key informant interviews, a questionnaire and 
focus groups. The focus groups will be used as the main research technique, providing the 
most thorough research in the exploratory stage. It will be during this stage that the research 
questions listed in Section 2.2.5 will be posed. Key informants from various stakeholder 
groups will be selected to take part in an interview of around 45minutes. These interviews 
will be aimed at providing the investigator with an initial awareness into the environmental 
topics o f stakeholder concern. Material from these key informant interviews will be used to 
help formulate stakeholder questionnaires, one for internal stakeholders and another for 
external stakeholders. The internal stakeholder questionnaire will be distributed around a 
Nokia site (Ashwood or Building 1 Southwood) to approximately 100-200 employees. The 
external stakeholder questionnaire will be distributed to those stakeholders recruited to 
partake in focus group sessions. These questionnaires aim to provide material which will be 
used to support the information gathered from focus groups, or highlight uncertainties. The 
third part o f the exploratory stage will involve focus group sessions. The reasons behind the 
use of focus groups as the main social research technique have been outlined in Progress 
Report 1. These focus groups (6 Internal and approximately 12 focus groups), will each 
consist of 4-8 people and will last around 60 -  90 minutes. The location o f the focus groups 
will depend on the group and its participants. The focus groups will investigate thoroughly 
and expand on the views of the various stakeholder groups. This research will provide Nokia 
with real evidence as regards to the views and opinions o f its stakeholders on environmental 
issues and why they are o f particular concern, if at all.
The research methodology has been outlined schematically below in Diagram 1 and further 
details relating to the steering group, key informant interviews, and focus groups are 
included within Appendix A.
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Diagram 1 : Outline o f process methodology.
Stage 1: Planning
Stage 2: Explorative
Stage 3: Evaluative Et 
Interpretative
Decision/Outcome
Data Collection
Steering Group Meeting
Focus Group: External 1
Focus Group: External 2
Key Informant Interviews
Evaluation and Interpretation Meeting
Questionnaire Focus Group: Internal
2.3.4 Social Research Project Plan
The author is industrially placed within the Environmental Group at Nokia Mobile Phones 
(NMP). Nokia Mobile Phones forms one o f the main business units within Nokia, alongside 
Nokia Networks (NET) and Nokia Ventures Organisation (NVO). In order to carry out this 
'social research study' as proposed in Section 2.3, it was first necessary to obtain the 
approval from both Nokia Mobile Phones and Nokia Head Office (NHO).
A 'project plan' o f the social research study was prepared to illustrate how the research 
would be conducted and outline requirements to successfully carry out the research. The 
project plan was presented to the Head o f Environmental Affairs at NHO, the Senior
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Manager for Environmental Management within NMP and the Environmental 
Communications Manager at NHO during a meeting on the 18th September 2000. In addition 
to presenting the social research project plan, the aim of the meeting was to obtain the 
approval and ensure the necessary support from Nokia to successfully carry out the study. 
The social research study project plan that was proposed has been included in Appendix B. It 
should be noted that this proposal was not intended to be an academic document.
At the meeting it was agreed that the information generated from the study would prove 
useful and beneficial for Nokia. Most importantly, within the meeting, it was proposed that 
the study should form a pilot within the UK, as a basis for a much larger study o f the same 
nature. Further changes to the scope o f the study were also proposed and have been listed 
below.
■ The pilot study will be carried out within NMP; however it was suggested that an 
'operations' focus group should also be carried out, and that this would be carried out 
within NET as there are no NMP assembly plants in the UK.
■ It was recognised that the study would provide material that would benefit both the 
'product development' and the 'business side' o f Nokia. Therefore the pilot study will 
include participants who are based in financial, business and legal functions.
■ The Head o f Environmental Affairs suggested that, as the results would vary quite 
substantially from country to country the full scale study should be carried in all Nokia 
regions; Europe Africa, Americas and Asia Pacific.
■ It was acknowledged that the study would produce results that would be beneficial for 
NMP and also Nokia as a whole. As a result the expanded study should be carried out at 
a Nokia wide level, covering NMP, NET and NVO.
Having the opportunity to conduct the study on an expanded scale has many benefits. The 
results will represent a much larger and representative sample population. The nature o f the 
perspectives and concerns raised are likely to cover a much larger and varying number o f 
issues. Undoubtedly the responses will vary distinctly from one country/region to another so 
carrying out the study in these areas will provide much more 'useful' and 'applicable' 
information to Nokia as a whole.
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Although the scope o f the social research has broadened beyond the initial scope, it is not 
felt that the research objectives o f the project will be significantly altered. The author will be 
responsible for planning and carrying out the pilot study and planning and possibly initiating 
the full-scale study. However at the moment, it is seen that the responsibility of the author 
lies in setting up, defining and initiating the process. It was suggested that an external 
organisation will probably be contracted to cany out the large scale study.
2.4 EngD Annual Conference 2000
The EngD Conference is held every year in September in rotation between University o f 
Surrey and Brunei University. The EngD Conference this year was held at Brunei 
respectively. The conference is planned to coincide with the induction o f the new EngD 
intake and provides an opportunity for the 1st, 2nd and 3rd year Research Engineers (RE) to 
present their work by means o f an oral or poster presentation to an audience o f their peers.
This year the conference was run as a Project Management Module for three 1st year REs, 
namely: Isabelle Delay (Airbus UK), Rebecca Broadhead (Rutherford Appleton) and the 
author; Abigail Oxley Green (Nokia). As conference organisers these REs undertook the 
main responsibility for the conference organisation with assistance from the EngD office at 
the host university. Alongside organising the conference itself, the organisers also had to 
invite delegates, prepare the conference proceedings and organise a dinner for the evening of 
the first day o f the conference.
The following sections highlight the aim o f the project, the main responsibilities o f the 
author, key skills and recommendations for improvement.
2.4.1 Project Brief
The aim of the project was to:
To organise the two-day Engineering Doctorate in Environmental Technology Annual 
Conference for the year 2000, to be held at Brunei University on Tuesday 12th and 
Wednesday 13th o f September, 2000. The conference should provide an opportunity 
for the first, second and third year Research Engineers o f the EngD programme to
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present an oral or poster presentation o f their work to their academic and industrial 
supervisors and other conference delegates/interested parties. The Research Engineers 
should prepare written papers which should be compiled into conference proceedings, 
and presented at the conference. The budget for the conference is set at £9,500.
Project Management Module
The task o f organising the EngD Annual Conference is run as a Project Management 
Elective Module. It is therefore required that the conference is organised as to demonstrate 
an appropriate and competent level of project management skills, as required to successfully 
pass this module.
2.4.2 Main responsibilities
Using the project brief the conference organisers drew up the main conference tasks, which 
were delegated between each organiser according to how much work and time each task was 
envisaged to entail. Task owners were seen as a necessity to ensure an overview and co­
ordination o f the tasks though it was agreed that assistance would be provided from all 
organisers, if  and when necessary. The key tasks undertaken by the author were:
• Conference Proceeding and Abstract documents
This task involved the scheduling and the subsequent correspondence o f the hand-in dates 
for subject areas, titles, abstracts and papers to the EngD REs. As many REs did not submit 
on time, frequent chasing, correspondence and reminders were necessary.
Having received the abstracts, the author was then in a position to edit and compile them 
into one Abstract document. The conference sessions could then be decided, prospective 
chairpeople and speakers informed and a conference timetable drawn up.
Although instructions were drawn up by the author and sent out to all REs regarding the 
abstracts and paper guidelines, many papers were not to specification. These papers were 
either returned to their prospective owner for correction or edited by the author and 
eventually compiled into the proceedings.
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Working to the deadline set by the printing office at Brunei University the Conference 
proceedings and abstract documents were handed-in to the office on time, complete with 
speaker biographies, table o f contents, foreword, closing note, front cover and ISBN 
number.
The conference proceedings and abstract documents were the main task o f the author but 
assistance was also provided by Isabelle Delay.
• Recruitment and correspondence with the Conference Keynote speakers and 
Chairpeople
The author successfully approached and recruited a Keynote speaker (Brian Atkin, 
Matsushita Electric Europe) and a chairperson (Dr. Gareth Rice, formerly ERM) who 
unfortunately had to pull out but was successfully replaced (Dr Richard Bums, The BOC 
Group).
Having accepted their roles the speakers were contacted at intervals throughout the months 
prior to the conference, received conference abstracts and guidelines as to assist them in 
their preparation for their role at the conference. The author dealt with all correspondence.
The task o f recruiting and corresponding with the Conference ’Opener', 'Closer', Keynote 
speakers and Chairpeople was undertaken by all conference organisers and help was also 
provided from the EngD office.
• Conference powerpoint presentation
Having-received the individual RE presentations the presentations were loaded onto the 
conference laptop and linked into an overarching presentation, forming the conference 
presentation. The author and Isabelle Delay jointly completed this task.
• Other areas
The author also took part and helped co-ordinate the audio-visual equipment for the event, 
poster board facilities, conference publicity and delegate correspondences, conference 
delegate packs, layout o f the conference rooms, and many other on the day matters. The 
author also secured conference sponsorship from Nokia UK ltd.
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The conference took place on the 12th and 13th o f September 2000. The 1st and 3rd year 
Research Engineers presented an oral presentation and the 2nd year presented a poster 
presentation. All 1st, 2nd and 3rd year REs prepared conference papers which were compiled 
and presented at the conference to the delegates as 'Proceedings o f the Engineering 
Doctorate in Environmental Technology Annual Conference 2000'. It was felt that the 
qualities o f the presentations were of an exceptionally high standard and it was felt that the 
conference was a success.
2.4.3 Key Skills
When organizing an event such as a conference, you are at the same time undertaking a 
project. As in all projects, there were specifications to be met, limits o f time and cost and the 
project had to meet a market demand and obtain public acceptance. Successfully carrying 
out such a project, which in this case was evident from the occurrence and feedback o f the 
event itself, called for many skills to be employed, in some cases refreshed and even, newly 
acquired. This section aims to briefly highlight the benefits and key skills obtained from 
organising the EngD conference.
People Skills
One-to-One working: During the months leading up to the conference one o f the organisers 
was unavoidably seconded to Geneva, as a result the author and second organiser spent 
many days working together coordinating and ensuring tasks were completed to schedule.
Team  working: The EngD office coordinator at Brunei and one o f the 3rd year REs provided 
invaluable help in organising the conference. Team working was particularly applicable 
during to the days working up to the conference, where the aforementioned, the conference 
organisers and other volunteers worked as a team completing last minute chores and 
overcoming last minute hiccups.
W orking w ith new people: As a 1st year, University of Surrey RE, the author had had very 
little experience with the host, Brunei University and other REs. This conference presented 
the opportunity o f working with new people, belonging to different academic organizations 
and in different surroundings. This project offered the opportunity to work with people o f 
varying perspectives and objectives, this proved a challenging but invaluable experience.
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Networking: When organising a conference, one will naturally come into contact with a 
large number o f people. This conference provided the author with an insight into the 
research being conducted within the EngD programme and the Research Engineers 
themselves. The author corresponded with a large number o f conference delegates 
(academic/industrial supervisors and other delegates) prior to the conference, through 
general enquiries, invitations, which was then carried through to the conference itself.
Coordinating & M otivating others
Coordination & Delegation: From the start o f the project and consistently throughout, the 
project and subsequent tasks o f the conference had to be coordinated and delegated where 
appropriate. This was necessary to ensure that goals were met and completed to the project 
schedule. Occurring over the summer period, it was also necessary to coordinate the pass- 
over o f tasks before the organisers went on holiday and on their return.
Dedication and comm itm ent
Commitment: The EngD conference is a reflection o f the EngD programme as a whole, 
illustrating the professional level and high academic quality o f the research being conducted. 
With this in mind and acknowledging the high quality o f the previous year’s conference, the 
organizers were committed to successfully completing the project to the specifications, 
within the constraints and producing a conference o f equally high if  not improved quality.
O perating under-constraints
Like all projects, the conference had several constraints, meeting the project brief within 
these constraints calls for both effective planning and working.
Financial: The budget set for the conference was £9500. A further £1250 sponsorship was 
also obtained.
Time: The conference date was set for the 12th and 13th o f September 2000, to coincide with 
the first year intake induction week.
People: Although the conference organizers could delegate tasks, the main responsibility o f 
organising the conference lay with the three organizers. Assistance was also provided by the 
EngD office at Brunei University.
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2.6.4 2.4.4 Recommendations
The following points highlight the main recommendations for organising the 2001 Annual 
Conference.
Feedback from attendees
Feedback is important for continual improvement and so as not to repeat mistakes. To 
provide feedback for the conference it would be worthwhile to ask all attendees to fill in and 
return feedback forms.
Proceedings on CD
The case o f providing the proceedings on CD was considered as an option but not taken up. 
It would have resulted in considerable cost savings and should be seriously considered for 
next year.
Extend target audience
REs would like a wider audience to attend the conference. More delegates could be achieved 
by increased publicity. For example by placing advertisements within appropriate magazines 
and journals. Although this would incur increased expenses (as the conference is free), it is 
proposed that there are many advantages from achieving a wider, larger audience. The 
conference provides an excellent opportunity to publicise the EngD programme, the research 
that the REs are undertaking and the quality o f that research. Attracting a wider audience 
would promote the EngD programme and potentially benefit the EngD as a whole and the 
REs. A wider audience might also encourage a more varied and challenging discussion from 
the audience during question time.
Advertise early
The Conference should be advertised as early as possible, even if  this is just the name o f the 
conference and the dates o f the event. Although it might seem 6 months prior is too early, 
diaries are filled up months in advance. Some delegates were not able to attend and actually 
stated they would have come had they been informed earlier.
Keep track of correspondences
To increase conference attendance it was decided that a second round of 'reminder letters 
should be sent out to those who had not returned their reply slips. However at the time o f 
sending out 'reminder' letters, much valuable time was wasted trying to assess who had been 
invited in the first place, who had replied and who needed the 'reminder'. It is advised that an
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up-to-date record is always kept o f all those people invited and any correspondences to 
them.
Define roles
It is important that the conference organisers define their roles from the start o f the project. 
This is important so that misunderstandings do not arise later on in the organising phase.
Distribute work loads evenly
Work should be distributed evenly in terms o f how much work is involved and when the 
work is scheduled to be done. From early on within the conference preparation, the key tasks 
can be identified and delegated between the conference organisers. In referring to this and 
previous years Gantt Chart for the work schedule of the project, the organisers for the next 
conference will be able to assess work peak times o f the specific tasks and be able to take 
these into consideration when delegating the tasks. In a team of three organisers it was 
possible for two people to be assigned to a task, this permitted much more flexibility.
Brunei University and the University of Surrey
As a RE based at University o f Surrey it was a very good experience to organise the 
conference at Brunei University and work with the EngD staff at Brunei. However it is 
important that at least one o f the organisers is positioned at the Host University.
Other coinciding events
The date o f the conference is set to coincide with the induction course for the new EngD 
intake. However it iszpmposed that the organisers should be aware o f other conferences 
which may coincide with the EngD conference. For example the 'Electronics goes Green' 
conference took place on the exact same dates as the EngD Annual Conference this year. It 
is suggested that this might have affected the attendence o f some of the industrial delegates. 
It is also advised that the organisers fo r  the 2001 Conference take into account other 
coinciding events, such as fu e l crisis'!
Be aware of work load
Finally, when taking on the role as organiser, the three REs were advised that the task was 
equivalent to an EngD module and would take up to two weeks o f work. In hindsight it was 
agreed by both Abi Oxley Green and Isabelle Delay that organising the conference had taken 
at least a full month o f time to organise. The author feels that the organisers need  to be 
informed from the onset that they will need to catch up on their research after the
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conference. However in saying this, organising the EngD Conference proved a very 
challenging and in hindsight, an invaluable experience. It is hoped that the skills gained and 
lessons learnt from this project will prove themselves to be worthwhile in time.
2.5 EngD Annual Conference 2000: Paper & Oral Presentation
2.5.1 Connecting People to Product Development
As a 1st year Research Engineer, the author had to prepare a conference paper for the 
proceedings. Ten pages in length, the paper suggests an approach to stakeholder 
consultation, and discusses how to define a stakeholder as "... those who are affected by or 
can affect an organisation's operation". The paper considers who the stakeholder might 
include for a mobile phone company, specifically Nokia, and suggests a possible approach 
of how the groups could be evaluated. This paper has been included within Appendix C.
The author also gave an oral presentation o f the Conference paper aforementioned. After a 
15-minute presentation the author was then given the opportunity to defend the work 
through answering questions from the audience. Copies o f the PowerPoint slides used in the 
conference presentation have been included within Appendix D.
Feedback assessment form s are included in Appendix E
2.6 EngD modules attended between April 1st 2000 and October 1st 2000
As part o f the 1st year o f the Engineering Doctorate programme, each Research Engineer 
must attend eight core modules and submit an assignment for each. The courses attended 
during the past six month period include; Risk 1, Environmental Management Systems & 
Decision Making (optional) and Hands-on Audit. The following sections provide an insight 
into each module and the main topics covered so far.
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2.6.1 Risk 1
This module provided an introduction into the assessment, perception and communication of 
environmental risk. Lectures covered the principles o f environmental risk (and impact) 
assessment, investigated how people perceive risks comparing natural hazards to technical 
hazards and also introduced the 'psychometric paradigm' and cultural theory o f risk 
perception. Lectures also covered risk communication and social amplification, and these 
together with case studies illustrated the importance o f issues such as trust, public 
involvement and highlighted that risk is a social and cultural as well a scientific issue. The 
assignment from this module involved a comparison and discussion on natural hazard risk 
perception theories with technical hazards, evaluating why the fields have not yet merged.
2.6.2 Environmental Management Systems & Decision Making
The first three days o f this module was devoted to Environmental Management Systems 
(EMS). This course involved an evaluation o f the principles and differences o f EMS, ISO 
14000 and EMAS, data issues (collection and standardisation) and, looked at how EMS fits 
into Sustainable Development. Time was also taken to investigate the applications o f EMS, 
looking at internal and external environmental reporting, and an 'experiences and practices 
with EMS' session was also presented by several external speakers.
Under the title of decision-making, this course introduced the various methods o f decision 
making, illustrating the limitations of the more traditional techniques for solving real 
problems and highlighting the meed for a new approach. This module introduced a soft 
approach to decision-making (for example Problem Structuring Methods and Cognitive 
Mapping), investigating the issue of 'fairness' o f decision making and involved a practical 
session on decision conferencing. In slight contrast, lectures also covered the role o f LCA in 
decision-making, the use of mathematical models, uncertainty and how this should be dealt 
with. What was highlighted through this module was the increasing need for both 
participatory deliberation and multi attribute subjective approaches. The assignment from 
this module involved the review and application of two decision-making approaches to real 
problems within the author's organisation.
2.6.3 Hand-on Environmental Review and Audit
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This EARA accredited module provided both a theoretical and practical introduction to 
Environmental Auditing. The first half o f the module involved a series o f lectures on the 
principles and practicalities o f carrying out an environmental audit, commenting on EMS 
and the audit process under ISO 14011. These theoretical instructions were then applied 
through carrying out an 'Initial Site Review and Audit' o f an Esso Petrol Station and MOT 
garage, the results and conclusions from which were presented at the end of the module and 
a full-length report submitted.
2.7 Conclusions
Over the six-month period dating from April 1st 2000 to October 1st 2000, there have been a 
number o f developments, which are encapsulated in this report.
Stakeholder participation.
Taking stakeholder concerns into account is essential for companies to become more 
environmentally responsive, for facilitating social acceptance and helping to ensure an 
ethically sound approach. Yet at the moment there has been little systematic investigation 
into the nature o f these stakeholder views and attitudes, within Nokia. It has been proposed 
in this report that a form of social research should be undertaken to ascertain stakeholder 
perspectives towards the environmental issues associated with Nokia and NMP products. A 
form of 'stakeholder consultation' is proposed herein and has been presented to and accepted 
by Nokia's Environmental Group.
The research proposes that various Jorm s o f social research methods are applied to ascertain 
stakeholder views and opinions and it is proposed that the information from this study will 
be used to help provide Nokia environmental decision-making with a more balanced basis to 
help contribute towards sustainable development. This social study will also provide an 
understanding into employees views and opinions towards environmental issues which will 
subsequently assist in the incorporation o f environmental issues into the decision making 
process.
The initial project plan involved a study o f NMP stakeholders within the UK, who are to be 
engaged through key informant interviews, questionnaires and approximately 18 focus 
groups. It has now been proposed that this study forms a pilot study and that the scope o f 
this research be redefined and carried out on a much broader scale.
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EngD Annual Conference
During this last 6-month period the author has also been involved in the Engineering 
Doctorate in Environmental Technology Annual Conference, on both an organisational and 
participatory scale. The author was one o f the three conference organisers which involved 
organising a two day conference for the Research Engineers of the University o f Surrey and 
Brunei University EngD programmes. As part o f the EngD programme the author also wrote 
and presented a ten page conference paper which suggests an approach to 'stakeholder 
consultation'.
It is has been acknowledged by the author that the time dedicated to the organisation o f the 
EngD Annual Conference may have been to the detriment to the authors' research. However 
it is believed that the skills learned and experience gained from organising the conference 
have been greatly beneficial to the RE as an individual and will be o f great assistance over 
the next three years o f the research project.
125
Engineering Doctorate Abi Oxley Green
Section 3: October 1st 2000 to April 1st 2001
3.1 Aims and objectives for the period — October 1st 2000 to April 1st 2001
A. Step 2: Ascertain stakeholder concerns and perspectives.
Ascertain the concerns and perspectives o f Nokia's internal stakeholders towards
environmental issues.
• Prepare and distribute Employee Questionnaire throughout a Nokia site to gain insight 
into the current awareness, attitudes towards and concerns that Nokia employees have to 
environmental issues
• Conduct key informant interviews and 6 focus groups to provide in-depth knowledge as 
to the awareness, attitudes and concerns Nokia employees have towards environmental 
activities. Stakeholder groups will include Programmes, Marketing, Design, Human 
Resources, Sourcing and Senior Manager
• Initiate and develop plans to extend social research study on a larger scale; across Nokia 
Business Units on a global level.
Ascertain the concerns and perspectives o f Nokia's external stakeholders towards
environmental issues.
• Start recruitment for external stakeholder study and initiate stakeholder questionnaire 
and focus groups preparations.
B. Step 3: Analysis and Evaluation of stakeholder concerns
Determine an approach to analyse and evaluate the concerns and perspectives o f Nokia
stakeholders.
• Develop an approach for the analysis and evaluation of stakeholder concerns.
Stakeholder perspectives are expected to vary from group to group and in order to
address stakeholder concerns and feed them back into the decision-making processes, an 
approach is needed which can reconcile these objectives.
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• Use the approach developed for the analysis and evaluation o f stakeholder concerns to 
review and refine the full-scale social research study.
• Jointly draft and commence writing o f ajournai paper with Lynsey Clarke (2nd yr. RE 
at Unilever) on the stages o f 'stakeholder consultation' and submit draft to Joumal(s) 
(Industrial Ecology) for review. Lynsey is researching a similar project for her 
Engineering Doctorate at Unilever and working jointly on the 'analysis and evaluation' 
o f stakeholder concerns for a journal paper provides a good opportunity to collaborate 
efforts whilst providing an interesting comparison between the electronics and fast 
moving consumer personal & home care sectors.
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Appendix A: Research Methodology
Stage 1: Planning -  Steering G roup M eeting 
Version: 1
Proposed Participants: Abigail Oxley Green (Research Engineer, Nokia & University of 
Surrey)
Dr. Lucy Wright (Industrial Supervisor, Environmental 
Strategy Manager, NMP)
Prof. Roland Clift (Academic supervisor. Director o f CES, 
University o f Surrey)
Outi Mikonnen (Environmental Communications Manager, 
Nokia)
Human Resources representative (NMP or Nokia)
Dr. Kate Bumingham (Neutral party, lecturer in Sociology o f 
the Environment, University o f Surrey)
Date: 15th November 2000 or 20th November 2000 
Venue: Southwood
Steering G roup Aim: To provide overview of research, ensuring research is beneficial to 
Nokia whilst maintaining objectivity and academic rigour
Steering G roup Objectives:
• Agreement on research objectives
• Review of key informant interviews, findings and subsequent suggestions
• Agreement on focus group questions
• Review of stakeholder groups
• Recruitment techniques
• Elicitation of foreseeable problems
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Stage 2: Explorative- Key inform ant interviews 
Version: 1, 9/8/00 
Stakeholder group: Internal 
Interview er: Abigail Oxley Green 
Proposed num ber of interviews: 4 
D uration of each interview: approx. 45mins 
Interview  Aim
The aim of the key informant interview is to achieve awareness and to produce as much 
material as possible investigating Nokia environmental concerns and the views, opinions 
and attitudes towards these concerns. This material will subsequently be used to help 
review and formulate stakeholder questionnaires and focus group topic guides.
Interview  Objectives
1) Ascertain the level o f awareness o f the stakeholder on the environmental issues 
associated with Nokia.
2) Establish what are the main issues identified by the stakeholder; whether these are 
product specific (e.g. phase out use o f toxic substances from plastic/coatings) or 
whether they are general (e.g Nokia's Global environmental responsibility or improve 
communications/ training) issues, or both.
3) Investigate the views and opinions towards these environmental concerns as fully as 
possible.
4) Establish which environmental issues the stakeholder is most concerned about and why.
5) Investigate where the stakeholder feels the responsibility lies throughout the life cycle.
6) Enquire which environmental issues Nokia should be concentrating on.
P artic ipan t selection
Owing to the explorative and informative nature o f the interview, 2 participants (with some 
familiarity/working contact with Nokia environmental issues) will be identified and 
specifically selected to provide the most meaningful/informative material for objectives 
noted above. These participants will be identified using the working knowledge o f the 
environmental team. The 3rd and 4th participant will be selected randomly to investigate the 
level o f awareness that might be expected from a Nokia employee (with no specific 
familiarity with environmental issues in Nokia). The four participants will preferably be 
selected from different Nokia functions.
131
Engineering Doctorate Abi Oxley Green
Pre-interview information
Prior to the interview the participants will be provided with
1) An explanation o f the purpose o f the study
2) The interview aim
3) Details of the interview (use o f audio cassette, date and time of interview)
Interview
Location
1) Interviews will be carried out in Ashwood and Southwood meeting rooms.
2) As all interviews will be taped with on audio-cassette, interviews need to be carried out 
in a quiet location with access to plug sockets.
3) Meeting room will be equipped with pen and paper and refreshments will be provided. 
Agenda
4) Introduction & pleasantries
5) Review of study & interview aims.
6) Interview questions
7) Life cycle diagram of a mobile phone.
8) Series of discussion prompts/questions available if  necessary
9) Distribution of questionnaire
10) Close of interview and Thankyou 
Follow through
11) Collection o f questionnaire
12) Thankyou letters and update o f study
Data
Collection
1 ) Notes taken by Interviewer through interview
2) Interview recorded on audio cassette
3) Completed participant questionnaire
Preparation
1) Transcription of Audio cassettes, clearly and carefully labelling all interviews details
2) Input Questionnaire data into Excel or SPSS spreadsheet
Analysis
1) Review o f qualitative data
2) Compare and cross examine data from interviews
3) Use material to help formulate and refine internal stakeholder questionnaire and focus 
group topic guides.
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Key Informant Interview Topic Guide and Questions
The key informant interview agenda will consist of:
• Introduction
• Review of study and interview aims
• Brief job description
1. What environmental issues do you see are associated with Nokia/NMP?
(After initial responses have been explored, present life cycle diagram of mobile phone, may 
induce further discussion)
2. O f these environmental issues, which are you most concerned about?
3. Why are these environmental issues o f most concern to you?
4. Which environmental issues do you feel Nokia could/should be addressing and why?
5. Who do you feel should be responsible for the environmental issues arising from the life 
cycle o f a mobile phone? Where do you feel your responsibility lies?
• Distribution of Questionnaire
• Close of interviews and thanks
133
§
s
c=
Q
□
Cl
tri mLU
a
-U
a
m a
[ a
a a
ü a a
a a
cs
□
; ® 8 0 0 4
0 0 0 0
C  '-*5*
l
!
l
o
D
"O
E
ZL
S
o
roU)o
Q(Z)
# 5
Engineering Doctorate Abi Oxley Green
Stage 2: Explorative -  Key Inform ant Questionnaire
Version 1: 4/8/00
A uthor: Abigail Oxley Green
Aim: To investigate the general and personal environmental concerns of interviewee.
Details: To be distributed post-interview.
Comments:
Key Informant Questionnaire has been devised to query the interviewee on more general and 
personal environmental issues, not to be covered in the interview. This will enable the 
majority o f the interview time to be spent investigating environmental issues more specific 
to Nokia, NMP and product creation process. Owing to the nature o f the questionnaire it is 
felt that pre-interview distribution might actually increase interviewee environmental 
awareness and may influence/lead interview responses. It is therefore decided to distribute 
the questionnaire post interview. Presenting the interviewer with a questionnaire will provide 
him/her with unlimited time to respond to questions. Owing to the nature o f the questions 
(personal concerns and activities) and the anonymity the questionnaire provides, the 
investigator feels the questions are perhaps likely to be answered more accurately using a 
questionnaire than if posed during the interview session.
Basis of questions:
Question 1. How concerned are you about the environment?
Opening question to ascertain the general concern respondent has towards the environment, 
options selected to result in a range o f answers, not biased towards one end.
Question 2. Do you believe the local environment has improved or degraded over the last 10 
years?
Question aimed to establish how the respondent perceives the state o f the environment, 
gradual decline or improvement, if  there is any opinion at all
Question 3. Have vour concerns towards the environment altered at all? And if  so, why? 
Question to evaluate whether respondent's concerns are dynamic. Possible options for 
suggested cause o f change may establish root.
Question 4. How concerned do you feel about the followim environmental issues?
Question aimed to establish main global environmental concerns of the respondent. 
Responses will be used subsequently in comparison with interview transcripts to investigate 
whether main concerns associated with the more specific environmental issues follow the 
broader, generically termed issues o f high concern.
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Question 5. Which of these activities do you partake in. and how frequently?
Question aimed at evaluating the general household (personal) activities of the respondent. 
Studies show that engaging regularly in a household activity may reinforce an individual's 
pre-existing support for ecological protection but may also help encourage broader 
sympathies for the environmental cause (Jowell, et al. 1998)7
Question 6 & 7. Please indicate vour gender/aze bracket
Gender and age question primarily for future reference. Possible links o f gender with levels 
of environmental concern.
Key Informant Questionnaire
Please try to answer the following questions as honestly as possible 
Section 1. Your personal views on the environment
1 How concerned are you about the environment?
Highly concerned Concerned Neutral Unconcerned Completely unconcerned □ □ □ □ □
3 Do you believe the local environment has improved or degraded over the last 10 years? 
Improved Remained the same Degraded Don't know
□ □ □ □
4 Have your concerns towards the environment altered at all? And if so, do you know why?
I have become more concerned 1 1
Become less concerned 1 I
I have always been concerned I I
Remained the same I I
Other __
Due to change in the environment I 1
Increased awareness (media, edu.)\ I
Changed parental status I 1
Don't know I I
7 Jowell R., Curtice J., Park A., Brook L , Thomson K. & Bryson C. (eds) 1998. British- and European Social 
attitudes. How Britain differs, the 15th report. 1998/99 edition. Socail and Community Planning research . Hant, UK: 
A shgate Publishing limited. ISBN 1 84014 046 1.
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5 How concerned do you feel about the following environmental issues?
High Concern Concern No concern Unsure of meaning
a) Ozone depletion | | □ □ □
b) Global Warming | | □ □ □
c) Air quality 1 1 □ □ □
d) Water quality 1 1 □ □ □
e) Depletion of non-renewable resol— \s □ □ □
j) Loss of biodiversity 1 ^ □ □ □
g) Loss of open spaces | | □ □ □
h) Traffic 1— 1 □ □ □
i) Noise ^ ^ □ □ □
Rention 2. Som e Questions about vour personal activities
6 Which of these activities do you partake in, and how frequently?
Always Almost From time Rarely Never
always to time
At Home,
a) Recycle glass, paper, plastic etc | | □ □ □ □
b) Try to reduce energy consumptio\ | □ □ □ □
c) Try to reduce water consumptioA 1 □ □ □ □
d) Buy organic fruit and vegetables 1— 1 □ □ □ □
e) Avoid using my car | | □ □ - □ □
f) Avoid dropping litter 1 1 □ □ □ □
g) Belong to or actively support an □  7“ |—| Wo
environmental organisation l_l
At Work,
h) Print out double sided | | □ □ □ □
i) Reuse scrap paper EZ1 □ □ □ □
nj) Turn monitor off 1— 1 □ □ □ □
Section 3. Some Questions about vou.
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7 Please indicate your gender
|— | Male j— | Female
8 Please indicate which age bracket you fall into?
|—| Under 25 Q  26-35 [— j 36-50 Q  Over 51
Thankyou fo r  taking the time to f i l l  out this questionnaire.
Confidentiality
Please be assured that a ll answers w ill remain confidential
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Stage 2: Explorative -  Focus G roups 
Version: 1
Stakeholder group: Internal 
Facilitator: Abigail Oxley Green 
Proposed num ber of groups: 6 
D uration of each group: 60-120 mins 
Focus group Aim
The aim of the focus group is to acquire an in-depth knowledge and understanding of 
stakeholder views, concerns and priorities towards the environmental issues associated 
with Nokia.
Focus group Objectives
7) Ascertain the level o f awareness o f the stakeholder on the environmental issues 
associated with Nokia.
8) Establish what are the main issues identified by the stakeholder; whether these are 
product specific (e.g. phase out use of toxic substances from plastic/coatings) or 
whether they are general (e.g Nokia’s Global environmental responsibility or improve 
communications/ training) issues, or both.
9) Investigate the views and opinions towards these environmental concerns as fully as 
possible.
10) Establish which environmental issues the stakeholder is most concerned about and 
why.
11) Investigate where the stakeholder feels the responsibility lies throughout the life cycle.
12) Enquire which environmental issues Nokia should be concentrating on.
T rial Focus Group
A trial focus group will be carried out to assess the suitability o f the question wording and 
to highlight any unexpected issues that might arise throughout the session.
Partic ipan t selection
In order to encourage discussion within a group, a reasonable amount o f homogeneity and 
a permissive environment is desired (Krueger, 1994 p 75). Focus group participants will 
therefore be selected according to the capacity in which they work. Although the functions 
will be targeted, the participants from each function will ideally be randomly selected. For 
this round o f focus groups it is proposed that participants considered for selection should 
be are located within the UK. It is proposed that participants are selected from 'CIDs' UK
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people details' database. Some focus groups will contain all 6-8 participants from the same 
function, however if  it is felt that two or more different functions can be mixed without 
inhibiting the discussion, then some focus groups will contain participants o f mixed 
functions. It is proposed that the 6 focus be conducted:
•  One group of senior managers
•  One programme group (inc. mechanics, electronics, software engineers)
•  One group for marketing (brand image, product)
•  One group for Human Resources
•  One group for Design (industrial, Nokia)
•  One group for sourcing
Quality could be inserted into the manager or program group. Financial, legal and 
accessories were also considered but have not been included at this time owing to the 
amount o f work this might entail. It is proposed that senior managers are kept together in 
one group and not mixed with other employees. Groups should be selected to encourage
discussion and it is questioned whether senior management presence may alter announced
opinions.
Pre-focus-group information
Prior to the focus group the participants will be provided with
4) An explanation o f the purpose of the study
5) The focus group aim
6) Details o f the focus group set up (use o f audio cassette, date and time of interview)
Focus group
Location
13) Groups will be carried out in Ashwood and Southwood meeting rooms.
14) As all groups will be taped with on audio-cassette, groups need to be carried out in a 
quiet location with access to plug sockets.
15) Meeting room will be equipped with pens, paper & post-it notes and refreshments will 
be provided.
Agenda
16) Introduction & pleasantries
17) Review o f study & discussion aims.
18) Discussion questions
19) Life cycle diagram of a mobile phone.
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20) Series o f discussion prompts/questions available if  necessary
21) Distribution of questionnaire & Feedback forms
22) Close of group and Thankyou 
Follow through
Collection of questionnaire & Feedback forms
23) Thankyou letters and update o f study
Data
Collection
4) Notes taken by Interviewer through discussion
5) Discussion recorded on audio cassette
6) Completed participant questionnaire
Preparation
3) Transcription of Audio cassettes, clearly and carefully labelling all interviews details
4) Input Questionnaire data into Excel or SPSS spreadsheet
Analysis
4) Review of qualitative data
5) Organise comments and responses into common groups
6) Input data into software package
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Appendix B: Social Research Project Plan
SOCIAL RESEARCH PR O JE C T  PLAN
Septem ber 2000
Abigail Oxley Green
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PURPOSE
This document outlines a project plan for the use o f stakeholder consultation to investigate 
and understand the concerns and perspectives that Nokia's stakeholders have towards 
environmental issues, thus helping Nokia to move towards Sustainable Development.
Internal surveys (Listening to You) have indicated that 79% o f Nokia employees (Internal 
Stakeholder) 'agree or tend to agree that they are working for an environmentally responsible 
company'. However little is really known about employee environmental concerns and how 
these views may affect their day to day decision making. The reason for this is that as o f yet, 
there has been little systematic investigation into stakeholder attitudes towards 
environmental issues, be those stakeholders internal or external to the company.
I have identified many different 'stakeholder' -------- -
groups, which influence and are affected by sustainable /  \
a  F  DEVELOPMENT /  \
Nokia environmental issues; see table 1. If  
Nokia wants to achieve sustainable 
development (see figure 1), stakeholder 
concerns need to be taken into account and 
used to direct future environmental 
activities. They are essential in becoming 
more environmentally responsive, 
facilitating social acceptance o f activities 
and helping to ensure an ethically sound approach.
PROJECT OUTLINE
To address the environmental concerns of Nokia stakeholders (internal, external & 
surrogate), I propose that a form o f 'stakeholder consultation' should be undertaken. 
Although there is no formalised methodology for stakeholder consultation, from research 
and literature I have proposed a four-stage process as illustrated in figure 2. This document 
comments on stages 1 & 2 o f stakeholder consultation process, a more detailed methodology 
o f which can be found in Appendix a.
Environment
Business "Social
Figure 1. Conceptual Framework for Decision 
making. (Adapted from Cowell e t al. 1997)
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Stage 3: Analysis Et Interpretation
Stage 1 : Stakeholder Identification
Stage 2: Acsertain stakeholder concerns
Stage 4: Address Et Feedback into 
DM process
Figure 2. Stakeholder consultation
Category Stakeholder group
Internal Employees
External
Competitors
Consumers
Contract & joint venture manuf. 
Environmental groups 
Local communities 
Legislators & governmental orgs. 
Media groups
Professional and academic orgs. 
Shareholders, lenders & insurers 
Suppliers & supply partners 
Trade associations 
Trade customers
Surrogate Biosphere, future generations. Industry, unions
Table 1. Nokia Stakeholders
Stage 1: Stakeholder Identification
Existing research has identified Nokia stakeholders (see table 1) though it is proposed that a 
steering group is formed to provide an overview of the project and to ensure the research is 
beneficial to Nokia whilst maintaining objectivity and academic rigour.
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Owing to the large number of stakeholder groups, it is proposed that the first round of 
research will concentrate on internal stakeholders i.e. employees. On completion, a project 
review will then be conducted before engaging in discussion with external stakeholders.
Stage 2: Ascertain stakeholder concerns
To ascertain the concerns o f Nokia's stakeholders a form of social research will be 
necessary. Focus groups will be used as the primary technique and interviews and 
questionnaires as support methods. Focus groups, also known as group interviews, usually 
consist o f between 6-10 participants and 1-2 facilitators. As a technique they are effective 
for finding about what people think, why they think so and are often used when entering into 
a field of little prior research. The specific questions to determine the concerns and priorities 
o f Nokia stakeholders can be found within Appendix a, these questions will be reviewed 
after initial interviews and trial focus groups.
The material from this study will provide Nokia with a baseline of information, which will 
also help the implementation o f environmental issues into Nokia decision-making processes. 
It should be acknowledged that the interviews and the focus group sessions will require 1- 
3hrs o f participants' time. It is also proposed that a short questionnaire be distributed 
throughout a chosen Nokia site such as Ashwood House or Southwood Building 1. To 
successfully carry out this research I will need the backing o f the both Environmental team 
and HR, and the commitment that this study is essential for Nokia to move towards 
sustainable development.
Engineering Doctorate Research Project
This study will form part o f a four-year research project at Nokia, in association with Centre 
for Environmental Strategy at the University o f Surrey. As part o f this research, this study 
will provide benefits to Nokia andW\W also be strengthened by the objectivity and academic 
rigour, necessary for Doctoral research.
TIMESCALE
The proposed timetable for the social research is shown in the Gantt Chart in Appendix B. 
The internal stakeholder research is expected to realistically span from October 2000 to 
April 2001. At this stage a project review will be undertaken and the external stakeholder 
research initiated in Q3 2001.
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RESOURCES
I have estimated that the cost o f preparing, carrying out and analysing the internal social 
research will be approximately £1250 and a breakdown is provided in Appendix b.
Having completed the internal stakeholder research a project review will assess the benefits 
and success o f the research and review the scope o f the project. It is proposed that carrying 
out external stakeholder research will incur relatively higher costs. Preliminary estimates for 
carrying out external stakeholder research are approximately £8000. A breakdown is 
provided in Appendix b.
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APPENDIX a
Outline of Process Methodology
Stage 1: Planning
Stage 2: Explorative
Stage 3: Evaluative Et 
Interpretative
Decision/Outcome
Data Collection
Steering Group Meeting
Focus Group: External 1
Focus Group: External 2
Key Informant Interviews
Evaluation and Interpretation Meeting
Questionnaire Focus Group: Internal
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Key Informant Interview Topic Guide and Questions
The key informant interview agenda will consist of:
• Introduction
• Review of study and interview aims
• Brief j ob description
6. What environmental issues do you see are associated with Nokia/NMP ?
(After initial responses have been explored, present life cycle diagram of mobile phone, may 
induce further discussion)
7. O f these environmental issues, which are you most concerned about and why?
8. Which environmental issues do you feel Nokia could/should be addressing and why?
9. Who do you feel should be responsible for the environmental issues arising from the life 
cycle of a mobile phone? Where do you feel your responsibility lies?
• Distribution o f Questionnaire
• Close of interviews and thanks ~
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Appendix C: EngD Annual Conference Paper - see Part 3 
Appendix D: EngD Annual Conference Presentation 
Appendix E: Conference Presentation Assessment Forms
A b i O xley G reen
149
E ngineering D octora te A b i O xley Green
Engineering Doctorate in Environmental Technology 
Progress report 3
Abigail Oxley Green
CONFIDENTIAL
Academic Supervisor
Prof. Roland Clift
Centre for Environmental Strategy
University of Surrey,
Guildford,
Surrey, UK
Industrial Supervisor
Dr. Lucy Wright 
Nokia Mobile Phones 
Summit Avenue,
Famborough,
Hampshire, UK
April 2001
150
E ngineering D octora te A b i Oxley Green
Section 1: INTRODUCTION
To provide a more balanced basis for environmental decision-making, stakeholder 
perspectives have been identified as an important factor. In order to elicit the concerns and 
perspectives o f Nokia's employees towards environmental issues, a pilot social research 
study has been proposed in the form o f stakeholder consultation. It is proposed that this pilot 
will provide a better understanding as to what groups o f individuals within Nokia feel and 
think towards environmental issues. The first stage involved in carrying out a social research 
study is the planning and preparation stage.
Starting with the aim and objectives proposed for this six month period, this report 
documents the progress that has been made in planning a pilot social research study, to 
investigate the environmental concerns and perspectives o f Nokia internal stakeholders. 
Section 2.2.2 defines the aim and objectives o f the study and Section 2.2.3 clarifies the 
reasons why focus groups have been chosen as the preferred research method. The following 
sections then go on to explain who will be involved in the study, how the required 
information will be elicited and also comments on some of those practical issues in actually 
carrying out focussed discussions. The main conclusions that have been drawn from the 
planning and preparations o f this study are detailed in Section 2.3.
This progress report also goes on to document the work that the RE has prepared in joint 
effort with Lynsey Clarke for a proposed Journal Paper in Section 2.4. Sections 2.5 and 2.6 
then briefly comment on two projects that the RE has been involved with within Nokia. 
Finally the objectives for the next six month period are then proposed within Section 3 o f 
this progress report.
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Section 2: October 1st 2000 to April 1st 2001
2.1 Aim and Objectives for the period — October 1st 2000 to April 1st 2001
At the end of Progress Report 2, the objectives for this six-month period were proposed and 
are again stated below.
A. Ascertain stakeholder concerns and perspectives.
Ascertain the concerns and perspectives of Nokia's internal stakeholders towards 
environmental issues.
• Prepare and distribute Employee Questionnaire throughout a Nokia site to gain insight 
into the current awareness, attitudes towards and concerns that Nokia employees have to 
environmental issues
• Conduct key informant interviews and 6 focus groups to provide in-depth knowledge as 
to the awareness, attitudes and concerns Nokia employees have towards environmental 
activities. Stakeholder groups will include Programmes, Marketing, Design, Human 
Resources, Sourcing and Senior Manager
• Initiate and develop plans to extend social research study on a larger scale; across Nokia 
Business Units on a global level.
Ascertain the concerns and perspectives o f Nokia's external stakeholders towards 
environmental issues.
• Start recruitment for external stakeholder study and initiate stakeholder questionnaire 
and focus groups preparations.
B. Analysis and Evaluation of stakeholder concerns
Determine an approach to analyse and evaluate the concerns and perspectives o f Nokia 
stakeholders.
• Develop an approach for the analysis and evaluation of stakeholder concerns. 
Stakeholder perspectives are expected to vary from group to group and in order to 
address stakeholder concerns and feed them back into the decision-making processes, an 
approach is needed which can reconcile these objectives.
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• Use the approach developed for the analysis and evaluation of stakeholder concerns to 
review and refine the full-scale social research study.
• Jointly draft and commence writing o f ajournai paper with Lynsey Clarke (2nd yr. RE 
at Unilever) on the stages of 'stakeholder consultation' and submit draft to Joumal(s) 
(Industrial Ecology) for review. Lynsey is researching a similar project for her 
Engineering Doctorate at Unilever and working jointly on the 'analysis and evaluation' 
o f stakeholder concerns for ajournai paper provides a good opportunity to collaborate 
efforts whilst providing an interesting comparison between the electronics and fast 
moving consumer personal & home care sectors.
This report details the work and developments that have occurred over the past six-months 
towards meeting these objectives. In particular, during the planning and preparation for the 
social research study, the aims and objectives o f the focus group sessions have been clearly 
defined. Key informant interviews and trial sessions have proved essential learning 
experiences and have helped to develop the focus group topic guide to where it is now. 
Potential participants for the study have been selected and recruitment is due to start. Other 
major developments over this period include the skeletal draft of the journal paper that the 
RE and Lynsey Clarke have submitted to the Journal o f Industrial Ecology.
2.2 Planning a social research project.
2.2.1 Introduction
Planning is essential to the success of any form of research. When carrying out a form of 
social research both Morgan (1998) and Krueger (1994) suggest that there are four main 
stages:
1. Planning - (Anticipating the major decisions that need to be made)
2. Recruiting -  (Ensuring the right people are invited and that they do come)
3 . Moderating/facilitating -(Asking the right questions & facilitating discussion)
4. Analysis and Reporting -  (Interpretation & evaluation - Using the data)
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This Section comments on the progress that has been made in planning a pilot social 
research study, to investigate the environmental concerns and perspectives o f Nokia internal 
stakeholders. Having decided upon the reasons for carrying out the study, the study aims, 
whom to study and then which social research method to use, this section also comments on 
some o f the practical issues involved in planning to carry out a social research project in a 
company.
As proposed in the Progress Report 2 the RE set up a steering group for the pilot study. The 
aim of the steering group was and is still to:
•  Provide an overview of 'stakeholder consultation research', ensuring the research is 
beneficial to Nokia whilst maintaining the objectivity and academic rigour o f an 
Engineering Doctorate research project
• Provide an overview o f the process used to carry out the 'stakeholder consultation' 
research
Over the last 6-month period two steering group meetings have been held. It is felt that they 
have played an important part in the planning and preparation o f this social research pilot 
study as a forum for discussion and feedback and the RE would like to acknowledge their 
contribution.
2.2.2 Study Aims & Objectives
When carrying out a social research study it is first necessary to determine the purpose for 
the study and the study aims. In the course o f developing and preparing for this social 
research study, it was made clear that the objectives in Progress report 2 (2000) are the 
reasons behind the research and what will hopefully be achieved from the information that is 
generated as a result of the study. However when carrying out a particular social research 
method, it is also important to have a clear and concrete idea o f the objectives o f the 
research method', i.e. the objectives of the actual focus groups.
In response to this finding, the sole aim of the focus groups is to find out abou t the 
environm ental concerns of Nokia stakeholders. The study aims to address the following 
issues:
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• What environmental issues do people see associated with Nokia and what are the views 
on these issues?
• What environmental issues do people see associated with the work they do and what are 
the views on these issues?
• How do people see environmental issues with business issues?
• Who or what do people feel motivates Nokia on environmental issues?
• Do people believe that Nokia cares for the environment andfor what reasons?
• What issues do people feel Nokia could or should be addressing?
The primary aim o f each focus group is to discuss these issues. The aim is not to educate the
participants, raise awareness or to elicit that information which would be o f most practical 
use to Nokia. If  people are informed through the process, as may happen, then this is a useful 
by-product o f the process only. The aim o f the study is simply to find out more about 
people's concerns.
As a result of this social research study, this information will then be used to:
Provide environm ental decision-making w ith a m ore balanced basis to help 
contribute tow ards sustainable developm ent (as per Nokia Environmental Policy, 
found at http://www.nokia.com/environment/env.html). Within the overall goal of 
sustainable development, decision-making should consider social, environmental, 
economic and technical issues.
Help direct fu ture environm ental activities w ithin Nokia , thus helping to align 
Nokia priorities with the priorities o f both internal and external stakeholders so that 
Nokia's activities are more environmentally responsive with a broader social 
acceptance.
Help the incorporation o f environm ental issues into the Nokia/NM P decision 
m aking process, through gaining an insight into the concerns and perspectives of 
internal stakeholders.
Provide a baseline o f inform ation, which will help Nokia in anticipating the 
concerns
and expectations o f its stakeholders, thus becoming more responsive to environmental
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issues. This (real) information will be used to illustrate the concerns o f the 
stakeholders, which may enable Nokia to assess the feasibility o f the proactive 
involvement o f stakeholders, both internal and external, into environmental decision­
making.
As proposed in Progress Report 2 (2000).
2.2.3 How will you ask  them : W hich social research method?
Depending on whether the research aims to develop a hypothesis, evaluate the attitudes and 
opinions o f a product or issues or expand in depth upon matters that emerged during 
previous research, it is necessary to choose a technique that will cater for the particular 
objectives and criteria for success. There are many types o f social research methods 
available to meet such criteria. Depending on the nature of the data and analysis, these 
techniques are generally classified as qualitative or quantitative.
Generally speaking, qualitative research deals with verbal and textual data and as a 
technique will concentrate on depth rather than breadth (Bumingham, 1999), whilst 
quantitative research translates people's answers into numbers for data entry. Some o f the 
most popular research methods used today are introduced in the table below, where the 
techniques and the relative advantages and disadvantages have been commented upon 
briefly. -• -
Secondary Analysis - involves the analysis of existing data. There is a large amount of 
official statistics collected by the state and its agencies. Official statistics cover the 
economy, crime, employment, education and health- to name but a few (May, 1993:51), 
which provides the researcher with very large representative samples.
Self-completion Questionnaires can be distributed to a large sample relatively quickly 
and cheaply using postal or electronic mail systems. They are efficient in terms o f time 
and money and give the respondent anonymity and preclude interviewer bias. The 
downside includes the reliance on closed questions and there is no control over who or 
how honest the answers are. The data can be superficial and the response rate can be 
low. However this can be avoided by carefully considering whether the issues are of 
interest to the participant, offering incentives and making the questionnaires as user
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friendly as possible.
S tructured o r unstructured  interviews - involve asking closed or open-ended 
questions to a participant. Closed questioning facilitates 'pre-coding' which simplifies the 
data analysis; on the other hand the respondents can be led into answers. On the whole, 
individual interviews can be time consuming and relatively expensive. However, due to 
the one-to-one interviewer-respondent interaction it possible to acquire a large volume of 
quality data. Open-ended questioning in interviews allows answers to be fully expanded 
though responses may be difficult to categorise as a result. Although not as controlled as 
structured interviews, unstructured interviews do offer the interviewer more control over 
the data than when in a group situation.
Focus groups/ group interviews - usually consist o f between 6-10 participants and 1 -2 
facilitators (Krueger, 1994). Groups enable us to observe a large amount o f interaction 
on a topic in a limited period o f time (Morgan, 1988). They are perceived as good for 
topics of attitudes and cognitions and are often used when entering into a field o f little 
experience and prior research. Another advantage o f focus groups are that their 
flexibility that enable the facilitator to explore unanticipated issues. As in unstructured 
interviews, the researcher has less control over the data. Careful preparation is required 
in the choice o f participants and location and there is always the concern o f whether 
people behave the same in group situations as they would do individually.
(Covert/Overt) P artic ipan t Observation - encourages researchers to immerse 
themselves in the day-to-day activities of the people who they are attempting to 
understand. Covert participation has frequently been used when researching crime (May, 
1993:111) but suffers from ethical issues of'spying', danger and the problems of 'going 
native' (Bumingham, 1999). Overt participation on the other hand enables the researcher 
to take notes and ask questions without suspicion and also facilitates interviewing as well 
if  necessary. However the presence o f the researcher may still affect the respondent's 
answers and any type o f participant observation is rather demanding in terms o f time and 
dedication.
Choosing the right technique to match the objectives o f the research is crucial. Having 
evaluated the various methods available, there were three main factors relating to the nature 
of the research that determined focus groups (or group discussions) as the most suitable 
technique. These factors are listed as follows:
i) The aim of the research
Firstly, the main aim of the research is to find out about people's views, opinions, 
perspectives and concerns. By nature, understanding and eliciting people's views is not 
always easy and can require both time and flexibility. As a technique, focus groups are 
reported as good at finding about what people think and why they think so (Morgan, 1988) 
and also for investigating complex behaviour and motivations (Morgan, 1993). It is also
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suggested that the group atmosphere o f the focus group can encourage participants into an 
interactive discussion about a topic that they perhaps haven't really thought about in detail 
before hand.
ii) Investigating new territory
Secondly, the research is essentially diving into an unexplored area. Naturally, Nokia has an 
indication and some information as to what the environmental issues o f concern may be for 
the various stakeholder groups but as far as the author is aware, this type o f specific research 
has not been carried out before. In a case like this where the exact responses are not known, 
focus groups are an ideal choice. It is imperative that the technique used is flexible and focus 
groups offer such a feature (Krueger, 1988:48), in comparison to questionnaires and 
structured interviews which consist of closed questions and fixed structure.
iii) Basis o f the research
Thirdly, the reasons behind the research are to provide environmental decision-making with 
a more balanced basis to help contribute towards sustainable development. The research is 
being carried out to elicit the concerns and views of Nokia stakeholders. Morgan states quite 
clearly that focus groups should not be used for resolving conflicts, building consensus, 
changing attitudes or making decisions and that the primary role o f a focus group is to 
collect data (Morgan, 1993:7). The aim of this research is to collect data -  the concerns and 
views o f Nokia stakeholders. This involves listening to what people have to say -  not 
influencing them to respond as you may want them to.
"In moving from the structured interview to the unstructured interview, we shift from 
a situations in which the researcher attempts to control the interview through 
predetermining questions and thus 'teach' the respondent to reply in accordance with 
the interview schedule, to a situation in which the respondent is encouraged to answer 
a question in her or his own terms. " (May, 1997:110)
This quote refers to the difference between a structured and an unstructered technique. Focus 
groups are essentially unstructured, in so far as people are not restricted to how they answer 
the questions. As the aim of the study is not to restrict the participants in what they want to 
say but rather to encourage them to express their own views and opinions, focus groups are 
the suitable choice of research method. The fact that the study aims to find out what are the 
concerns and views o f the stakeholders, does mean that the process or technique used to 
elicit these concerns is just as important as the outcome.
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These are the three main reasons why focus groups are considered to be the preferred 
method for this study. However focus groups do have many other particular features that 
have not yet been discussed but are worth mentioning. One o f these features is the fact that 
focus groups involve more than one participant and as a result, allow for group interaction 
(Krueger, 1988). Now there is always the concern of whether people behave the same in 
group situations as they would do individually. In a case cited in May's book on Social 
Research, involving interviews o f both individuals and groups...
"It appeared to be possible to gain different results from using group and individual 
interviews. However, it does not follow that one result is 'true' and another false'.
Group and individual interviews may produce different perspectives on the same 
issues. However interaction affects us all in terms of our actions and opinions. As 
most of our lives are spent interacting with others, it comes as no surprise that our 
actions and opinions are modified according to social situation in which we find 
ourselves. For this reason, group interviews can provide a valuable insight into both 
social relations in general and the examination of processes and social dynamics in 
particular. At the same time, caution should be exercised in attributing the opinions of 
such a group to a whole population. " (May, 1997:114)
This is a feature o f focus groups that will undoubtedly be picked up again in the review and 
analysis of the findings and report writing.
Morgan (1993) also suggests other situations where focus groups should be considered as 
when:
• There is a power differential between participants and Decision-Makers. Those who 
hold positions of influence often need feedback from those with no power.
• There is a gap between professionals and their target audiences...many professional 
disciplines are facing crises because their language and logic are too different and 
removed from the people they are trying to serve. Interactions in focus groups provide 
clear view of how others think and talk.
Both o f these situations apply to the objectives and research proposed in this study. The 
findings from this research will be feedback into the company and used to help direct future 
environmental activities.
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From the objectives in Section 2.1, it was proposed that the RE would also carry out an 
Environmental Questionnaire at one of the UK sites to provide supporting information for 
the focus groups. However it was decided in the first Steering Group meeting to defer the 
questionnaire, because it was felt that far more useful results could be generated from a 
questionnaire that was based and developed on the results and findings o f the focus group 
than one developed beforehand. As a result it was agreed to denote all efforts at this stage 
towards planning the focus group.
2.2.4 Planning focus groups
"A focus group is a carefully planned discussion designed to obtain perceptions on a 
defined area of interest in a permissive, non threatening environment.” (Krueger,
Although a focus group may take only 1-2 hours to carry out, a lot o f time is spent creating 
and developing an effective set o f questions, locating the appropriate participants, and make 
sense o f the data they provide. The recruitment and analysis can also be very time 
consuming (Morgan, 1993).
Focus groups typically have 5 features (Krueger, 1994):
♦ People, who
♦ Possess certain characteristics,
♦ Provide data o f a
♦ Qualitative nature, in a
♦ Focussed discussion
When planning to carry out a focus group, firstly it is necessary to decide upon who you are 
going to involve in the study {the participants)', then, how you are going to elicit the 
information you require, that is, what questions are you going to ask (developing the focus 
group topic guide); finally, what is involved to actually carry out the 'focussed discussion' 
(the facilitation, approvals, logistics, recruitment etc.). Each of these steps is detailed in the 
following sections.
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2.2.5 Focus group Participants 
Group sizes
Focus groups usually consist o f 6 - 1 0  people, yet sizes can range from as few as 4 to as 
many as 12 (Krueger, 1988:27). The larger the group the greater the diversity o f people, 
views and concerns. Yet if  a group becomes too large participation within the group 
decreases; people may want to say something but may not because there may be insufficient 
pause in the conversation.
Table 2.1. Group sizes and participation (Rogers. 1989:44)
No. o f people Participation
3-6 Everyone speaks
7-10 Almost everyone speaks. Quieter people speak less. 1 or 2 
may not speak at all
11-18 5 or 6 people speak a lot, 3 or 4 others join in occasionally
19-30 3 or 4 people dominate
30+ Little participation possible
So, a balance must be struck between the group being too small for interactive study or too 
large thus preventing all group members from participating in the discussion (May, 1997). 
The size o f the group is also decided according to the skills and experience o f the facilitator 
together with the nature o f the study.
Group Characteristics
In order to encourage discussion within a group, a reasonable amount o f homogeneity and a 
permissive environment is desired (Krueger, 1994:75). However this homogeneity should be 
in their backgrounds and not their attitudes (Morgan, 1988:46). Most o f the earlier Social 
research literature states that focus groups are usually composed o f people who do not know 
each other and that ideally it is best if the participants are complete strangers. Krueger 
(1988) highlights that '...Caution should be exercised when conducting focus groups within 
organisations; especially among people who have regular contact with each other'. However 
Morgan contradicts this in saying that '...focus groups do not have to consist o f strangers' 
and that instead, '...extra effort needs to be put into selecting and ordering the questions' 
Morgan (1993).
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When deciding upon whom to involve within a study it is important to consider both focus 
group sizes and the characteristics within the group, however next it is necessary to turn to 
the important topic o f sampling.
Sampling.
The aim o f sampling is to research a sample which is representative o f the whole population 
o f interest, for when carrying out a social research study, it is normally too expensive and 
time-consuming to sample the entire population o f interest. The first step towards selecting 
participants for the social research is to draw up a sampling frame, that is, a list o f all 
members o f the population who are o f interest.
Having developed the sampling frame the next step is to decide upon which method of 
sampling to use. There are two main methods o f sampling:
♦ P robability  sampling, where each element in a population is chosen at random and has 
a known, non-zero chance of selection;
♦ Purposive sampling, where the chance o f selection for each element in a population is 
unknown and for some elements is zero, i.e. there is an element of choice.
There are many different techniques within these. Some of these sampling techniques are 
listed below in Table 2.2. Many of these techniques overlap and are often used in 
conjunction with one another, depending on resources and information available as well as 
the nature o f the study.
Developing the sampling fram e
The population o f NMP employees within the UK is very large and it would be impossible 
for the RE to elicit the concerns o f every department. It was decided therefore that the focus 
should be on the quality o f the results not the quantity. A method was therefore needed to 
decide how the population could be somehow organised and who should be involved in the 
pilot.
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As stated in section 2.2A.2, in order to encourage discussion within focus groups, a 
reasonable amount o f homogeneity and a permissive environment is desired (Krueger, 
1994:75). It was therefore decided to stratify the population according to the 
department/function in which people work. This ensures that the participants will have 
similar backgrounds and will be able to relate on common issues that will encourage the 
discussion. However it should be noted that although two people may work for the same 
line, more often then not they will be working on totally different projects, in different teams 
and may not even be seated together. Deciding that a number o f 6-7 focus groups would be 
practical, the RE decided to look at the various stages in the development and manufacture 
o f a mobile phone. This modified Life-Cycle is illustrated in Figure 2.1 below. See Progress 
Report 1 (2000) for further details o f this modified LC.
Figure 2.1. A modified life cycle
Nokia
U seDesign M anufacture/
Assem bly
Supply EoL
To get an input from a wide range o f employees it was useful to look at the various 
departments and functions within the NMP UK and also the L-C diagram as illustrated 
above. It was decided to focus upon the following functions: Sourcing, Nokia Design, 
Engineers (inc. Software, Hardware etc), Operations, Marketing Research, After Market 
Services and Human Resources.
A brief description o f each group is as follows:
I. Sourcing -  is the function that is responsible for finding suppliers and purchasing all 
materials, accessories, components etc. Sourcing is concerned with the supply part 
o f the L-C but is also concerned with the Design as this determines what is sourced.
II. Nokia Design -  is the function looking into future designs and trends. Nokia Design 
is associated with the Design stage o f the L-C.
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III. Engineers - work on the technical side o f developing the mobile phones; they may 
be working on technology from early research point to a stage when the product is 
ready for manufacture. Engineers are associated with the Design stage o f the L-C 
and may be working on software, hardware, accessories etc.
IV. Operations -involved with logistics, manufacturing engineering, production etc. 
There is no NMP manufacturing facility within the UK but there is a Nokia 
Networks (NET) manufacturing facility. It was proposed that a group be carried out 
within the local NET facility. Operation is primarily associated with the 
Manufacture and assembly part o f the LC but are also linked to Design and Use; i. e. 
getting the product to the trade customer.
V. Marketing research -  are responsible for product marketing, market analysis and 
customer research etc. In relation to the L-C, they are concerned with Design, Use 
and the market as whole
VI. After Market Services -  concerned with everything to do with fixing the phones 
once they have been sold to the Trade customer. This group are concerned with that 
part o f the L-C between manufacture and Use and they also feedback into the 
Design stage.
VII. Human Resources -  are related to the company as a whole. This group works to 
attract, retain and develop people for the company. This group is associated with all 
o f Nokia.
Although each of these functions is actually affected by and also feeds back into ALL areas 
o f the company, they can be predominantly linked to one (or maybe 2) parts in the Life 
Cycle. The proposed focus groups and their associated parts of the life cycle are illustrated 
in Figure 2.2. The RE found that it was useful to see that the study was involving people 
from all parts within the Life Cycle.
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Figure 2.2 Various Nokia Functions and how they are associated with the Modified Life
Cycle
Market Research
Sourcing Human Resources
AMS
UseDesign Manufacture/
Assembly
Supplier EoL
OperationsNokia Design Engineers
Having identified 7 groups it was considered that there could be one focus group for each 
function. However, as there are many different types of engineers it was decided to 
distinguish into two groups according to which stage within the product development 
process they worked. Platforms are generally concerned with research and technology a few 
years in advance o f manufacture, whilst Programmes are concerned with technology nearer 
the time for manufacture.
It was also discussed that it would be advantageous to keep Senior Management in separate 
group. The reasons for this were:
• The presence of senior management within a group may influence the discussion.
• Senior management may be more concerned with the wider business issues. In order to 
get this wider perspective it was suggested that the senior managers may be from any 
department or function within Nokia.
So it was decided that the study would focus upon:
• After Market Services
• Human Resources
• Marketing Research
• Nokia Design
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• Operations (NET)
• Platforms (Engineers)
• Programmes (Engineers)
• Sourcing
• Senior Management
The next step was to obtain the information for the sampling frames. The RE approached 
Human Resources to see if  they had a database o f all the Employees within Nokia UK. Two 
different spreadsheets were provided to the RE in order to identify who was working in 
which department/function. Obtaining an up-to-date list o f employees was actually much 
more difficult to find than first expected. Primarily this was due to the format in which the 
information is stored. For example, the databases log people according to their cost centres, 
this means that even if  a person is located within the UK if their cost centre is not located 
within the UK then their name will not appear on the database. Also, due to some 
restructuring within the company the RE was informed that all the cost centres and 
corresponding project names would be changing. Also, people are continually moving 
within, joining or leaving the company. It therefore needs to be accepted that all databases 
can essentially become out o f date very quickly. The RE decided to use this acquired list but 
decided that when it came to the final sampling, the proposed participants would need to be 
checked again with HR.
Sampling of focus groups
From the list, the RE was able to identify potential people within each department/function 
for the proposed focus groups. However a further difficulty arose when it came to stratifying 
those employees between programmes, platforms and also in identifying management level.
Due to the format o f the information provided, it was impossible to differentiate whether an 
engineer was working within a programme or platform and HR held no list to differentiate 
between the two. Taking the list to the person responsible for platforms within the UK for 
clarification, it was discovered that within the list there were 100's o f people in platforms 
interdispersed with programmes. Which such a large sample and only one focus group o f 6 
people, a list o f people were selected from various lines and proposed as potential 
participants. These people were/are of varying grades and have been in the company for a
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varying length o f time. The same situation and process was carried out for the programmes 
focus group.
In the case o f management level, the RE discovered that within Nokia there is no 
categorising o f people according to seniority, or senior, middle or junior management. In 
Nokia, as in many companies, employees have job grades which are very wide and where 
you sit within the grade is determined according to certain attributes such as experience and 
competencies. So whether someone is middle/senior manager depends on his or her job 
grade, which will vary from person to person. As it is impossible to determine a manager 
from their job title, it would be necessary to confer with HR.
From the lists it was possible to see how many people worked in each department/ function. 
In the cases where the numbers were small, it was suggested that instead o f having a focus 
group o f just one function, two or more functions could be joined. This maintains 
confidentiality and also, if  say there were only 12 employees in one function, it would be 
unlikely that the RE would be able to essentially halve their workforce by involving 6 o f 
them in a 1 V2 hr focus group session. Suitable amalgamations were discussed with the 
managers of the respective groups and are proposed in Table 2.3.
Having decided upon who will be involved in each focus group and having obtained the 
relevant data, which was much more difficult and time consuming then initially expected. 
The next step was to decide which sampling method to use to choose the potential 
participants. During this process, a number o f issues and questions were raised:
• Those people who know the RE personally might have a greater tendency to agree to 
participate but will also know what the study is about. Will there be the temptation to do 
some preparatory work beforehand, hence affecting what they say?
• Some people are obviously far more aware o f environmental issues than their fellow 
colleagues. Should those people, who have worked on/with environmental projects and 
have a higher awareness be targeted accordingly, on the thought that these groups might 
elicit more 'useful' and 'practical' information?
This caused the RE to question whether the aim o f the research is to obtain as much 
'practically' useful information as possible? This issue was discussed during the steering 
group meeting and reviewing the aims o f the research, it was decided that the focus group 
participants should be chosen at random where possible. Targeting people with high 
environmental awareness or people who are comfortable in expressing their views and
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opinions would be just as bad as purposefully missing them out. Also, just because some 
employees may be more aware or articulate o f certain issues and more able to express 
themselves, it doesn't mean that their concerns will be different to others. As a result, it is 
proposed that the focus group participants will be chosen at random where possible. For 
reasons stated above, this excludes programmes and platforms. Operations were also pre­
selected as proposed by the contacts in the NET factory.
Table 2.3 Focus Group Functions and the proposed sampling methods
Focus group Functions Sampling method
1 AMS & Sourcing Random
2 Human Resources Random
3 Marketing Research & Nokia Design Random
4 Programmes Pre-selected
5 Platforms Pre-selected
6 Operations (NET) Pre-selected
7 Senior management Random
It is therefore proposed that 7 internal focus groups will be carried out in total. In these focus 
groups, the RE will be playing the role o f facilitator; considering that the study is not 
focussed on a highly controversial topic and aims to investigate the views o f variety o f 
participants, each group will contain 4-8 people, ideally 6. Finding 6 participants within a 
group who do not know each other is highly unlikely, especially as the samples have been 
stratified according to line/ department. It is acknowledged that having a group of 
participants who interact regularly may introduce new challenges, but these will be 
minimised through 'management' o f the group by the facilitator.
2.2.6 Developing the Focus Group Topic Guide/Questioning route
The topics o f discussion in a focus group are carefully predetermined and sequenced 
(Krueger, 1988) either in the form of a topic guide or questioning route. Developing a 
topic guide can take up much time and requires careful planning, for
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"Quality answers are related directly to quality questions" (Kreuger, 1988).
Essentially a topic guide is a list o f topics or issues that are to be pursued in the focus group, 
which helps to keep the discussion focussed on the research questions and provides a topic 
should discussion dry up. A questioning route differs in that it consists o f a series of 
questions rather than issues. Using the study aims as described in Section 2.2.2 and 
reiterated below, the Research Engineer started to develop a questioning route for use in the 
focus group sessions.
• What environmental issues do people see associated with Nokia and what are 
the views on these issues?
• What environmental issues do people see associated with the work they do and 
what are the views on these issues?
• How do people see environmental issues with business issues?
• Who or what do people feel motivates Nokia on environmental issues?
• Do people believe that Nokia cares for the environment and for what reasons?
• What issues do people feel Nokia could or should be addressing?
Each o f the key questions was taken and then a series o f 'sub' questions developed around 
each question. The questions were then organised into what was deemed by the RE as the 
most logical sequence. Pilot testing the focus group topic guide played a key and valuable 
part in developing the topic guide form its first draft to where it stands now, in its final 
format (Appendix A). The process taken to develop the questions is illustrated in Figure 2.3.
Trial interview 1
The first trial interview was carried out with a senior engineer within NMP. The participant 
had been working with Nokia for a reasonable amount of time and had some awareness 
regarding the environmental issues that are affecting the projects at this site. This interview 
was carried out to find out what would be the response from an employee who was an 
engineer, with no specific knowledge o f environmental issues. The participant was recruited 
by word-of-mouth by another member o f the environmental group at Southwood.
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Figure 2.3. Developing a topic guide
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Trial interview 2
The second trial interview was carried out with a participant who had not worked in Nokia 
for very long but who had much more awareness in the environmental issues, due to her role 
within Nokia. This interview was carried out to find what type o f responses could be 
expected from a person with a 'higher' level o f environmental awareness. The participant 
was also recruited by word o f mouth by another member o f the environmental group at 
Southwood.
Trial interview 3
To provide a comparison with the first two interviews, it was decided that it would be useful 
to trial the questions with a new starter, who would not yet have received any training from 
Nokia. The participant was an engineer who had started with Nokia about 4 week's prior to 
the interview. This participant was identified through the HR department and asked to 
participate by the RE.
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Trial focus group 1
This focus group was carried out with external participants, but with a group who worked 
together and would be able to relate on common issues. The idea behind this was to see 
whether the participants thought about the environmental issues associated with their work. 
The participants involved non-academic staff from the CES and were recruited by invitation 
from the RE. It was important that for a first attempt at facilitating a focus group, a rather 
'friendly' group was chosen.
Trial focus group 2
The second focus group was carried out with internal participants, that is, from the Nokia 
environmental team located in the UK. This focus group was carried out to provide a final 
review on the proposed questions and sequencing and it was also acknowledged that this 
group would be honest in their feedback.
From the work that has been carried out the RE suggests that gathering feedback and having 
trial runs with the focus group questions is vital. Piloting the questions raised many 
interesting issues. The format o f the sequence was therefore restructured, with some of the 
questions modified in terms o f both style and content. The main learning points and issues 
were:
I. The questions went in too deep too soon. In the first draft o f the topic guide, the 
questioning went straight into which environmental issues did the group see 
associated with Nokia. Some people proved to find this extremely difficult to 
answer. When you work with environmental issues all the time it is easy to forget 
that some people cannot even think o f any environmental issues, let alone those 
associated with Nokia. As a result it was decided to start the questioning around 
more general environmental issues; for examples, asking for those environmental 
issues that they might have heard about recently in the news or papers and then 
going on to Nokia-related environmental issues.
II. Secondly the questions as a whole went too deep. For example, initially it was 
thought that the discussion would evolve around which environmental issues the 
group saw associated with their jobs and then to try to prioritise these issues 
according to what they thought was important, using some form o f prioritisation 
technique. However, from the trial runs it was found that in many cases people did 
not see any environmental issues associated with their jobs at all. Reaching a stage 
where the participants would be able to prioritise these issues would take much
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longer than an hour. It was therefore decided to concentrate on whether the 
participants saw any environmental issues related to their jobs and how they felt 
about these.
III. The trial runs illustrated that the 'way' in which you phrase questions when you write 
them down is generally different to how you ask them in reality. It was very useful 
to actually say the questions and see how they were understood by the respondent^. 
Questions need to be as down-to-earth as possible and delivered in everyday 
language.
IV. What is a logical sequence to the investigator is not necessarily logical to someone 
else. What was highlighted from the trial runs was the need for flexibility within the 
topic guide, or rather flexibility o f the facilitator. Although the RE went into each 
discussion with a topic guide, it proved impossible to keep to the format. In one 
situation the topic guide had to be thrown aside. It is impossible to predict how and 
where the discussions will evolve. It is therefore down to the facilitator to be 
flexible. (See Section 2.2.7.1)
V. The awareness that Nokia employees have towards environmental issues varies 
considerably. There is a general awareness o f those key environmental issues that 
are being laid out and that are affecting the product development work conducted on 
site, but beyond that there is little awareness. None o f participants associated any 
environmental issues with the company as a whole, unless prompted. Even then, the 
key issues were still seen as those affecting the product development. For cases 
where the discussion may be slow and awareness low, the RE has prepared a list o f 
prompt questions on the environmental issues relating to specific functions. These 
prompts were subsequently reviewed by the steering group.
Carrying out trial sessions played a vital part in the development o f the focus group topic 
guides but also provided a great opportunity for the RE to practise her facilitation skills and 
get feedback from the participants. This is detailed in Section 2.2.7.
Beginning the Focus group discussion
When people come together to take part in a focus group session, it is important to make 
them feel welcome. Even though it is highly likely that in these internal focus groups the
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participants will know at least one other person in the room, you cannot be sure. There may 
be a degree o f nervousness and individual participants may be asking themselves shall I  
start talking? Shall I  take the initiative? Will I  make a foo l o f myself? (Pretty, 1995). For 
these reasons the first few moments o f a focus group session are very important. In a brief 
time the facilitator '...needs to create a thoughtful, permissive atmosphere, set the ground 
rules; and set the tone o f the discussion' (Krueger, 1988).
The recommended pattern for focus groups are the welcome, the overview, introductions, 
ground rules, then the first question. The questions are detailed in Section 2.2.6 above, but 
the RE has yet to comment upon the initial stages.
When the participants arrive at the venue for the session it is useful to have refreshments 
available, as it is unlikely that all participants will arrive at the same time. Welcoming and 
introductions are crucial if the group consists o f a wide range o f people (job grade) and the 
facilitator needs to make sure everyone, especially the shy people, are involved. In this case 
the facilitator must act as a leveller (Paterson, 2001)
In the overview the facilitator should clearly explain why the study is being conducted and 
what are the aims o f the session. The overview proposed for the focus group sessions can be 
seen in the Employee Topic Guide, as included in Appendix A.
Introductions and Icebreakers
Conventional introductions involve stating name, past history and current status. However 
this means hierarchies are established straightaway (Pretty, 1995). For this reason it is 
sometimes useful to use an icebreaker of some sort. The aim o f this is essentially to break 
tensions and nervousness and also to generate a greater sense o f equality. When selecting 
icebreakers it is important that the 'game' is appropriate for the group and ideally generates 
the possibility for laughter. For a person looking for a selection o f icebreakers, Pretty's 
(1995) 'Training Guide for Participatory Learning and Action' provides a good source of 
reference. However these exercises are rather long for the time allowance o f each focus 
group session proposed in this report. The RE was looking for a very short exercise which 
works effectively to break the ice. Fortunately around that time the RE came across two such 
questions which fitted this criterion perfectly. The questions are as follows:
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Q. Which three words best describe your favourite colour?
These adjectives are supposed to describe how you see yourself
Q. Which three words best describe your favourite animal?
These adjectives are supposed to describe how others see you
O f all places, the RE had come across these questions in a female magazine ('B'); however 
the questions were subsequently asked as an icebreaker in a recent course attended by the 
RE. The exercise was piloted on some o f the trial sessions and was proven to work well. 
When selecting icebreakers it is important that you chose one that you, as a facilitator, 
personally like. This ensures genuine enthusiasm when carrying it out!
Focus Group Ground Rules
"Permissive environment is achieved through selection o f participants, nature o f the 
questioning and establishment o f Focus Group Ground Rules" (Krueger, 1988)
Ground Rules play a very important part in Focus Groups as they help to set the scene for 
the whole session. They can help to bring in shy and reserved participants into the discussion 
(Paterson, 2001). Self disclosure comes easily to some people but can be equally difficult for 
others. Sometimes people want to contribute but do not because they feel what they have to 
contribute is not impressive enough. Ground Rules help raise the confidence o f others. This 
is very important in groups where there is a wide range of seniority, for there is the 
unwarranted assumption that prosperity, education or income equals knowledge and hence 
more valued opinions (Krueger, 1988). When asking people questions and trying to get 
information from them there is always the concern that they often want to tell us how they 
wish to be seen rather than how they really are. This may be done for the 'benefit' o f the 
person asking the questions or another participant, for example their manager. Ground 
Rules can also clarify concerns about confidentiality, which may also inhibit discussion.
In light o f these issues raised, research into literature and from experience gained in sitting in 
a various focus groups, the proposed Ground Rules are illustrated in Table 2.4 below. Many 
facilitators often ask the group if  they have any ground rules that they would like to add and
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whether they agree with those put up there already (personal experience in a workshop being 
run by the Environment Council).
Table 2.4 Focus Group Ground Rules
• Respect for what everyone has to say (Respect for the 
individual is one of Nokia's core values)
• All contributions are valuable,
• For a clear recording, only one person to speak at a time
• Confidentiality within the group/within 4 walls
• For the best outcome we all need to contribute
• Pis turn off mobile phones or put them on silent
It is also helpful to have the ground rules written up on the wall, so that they are in constant 
view and can be referred to if  and when necessary. Other Ground Rules also include: TSfo 
question is a silly question', 'We can all learn from each other', 'Unfair on the groups not to 
share our own views' and 'Some people need to feel it is OK to contribute'. Despite from 
initial scepticism feedback from the key informant interviews and trial focus group have 
illustrated that Ground Rules are integral in setting the scene o f the discussion and can make 
facilitation a lot easier. There is not enough time in 1 % hr to build up enough confidence 
and respect within the group, meaning that ground rules are even more important
The entire script o f the proposed focus group session can be seen in Appendix A, including 
the welcome, an overview, introductions and icebreakers, setting o f the Ground Rules, 
questions, "thank you" and the close.
2.2.7 Facilitation
Much of the success of focus groups depends on well-developed questions, but equally as 
important is the role of the facilitator. The role of a facilitator is rather different to that o f a 
Chairperson. Whilst Chairpeople are interested in both the content and process o f a 
discussion, facilitators are more commonly just interested in the process (The Environment 
Council, 2000). Facilitation can be described as a catalysing process: that is, it influences the 
effectiveness o f the group by assisting the group processes to be more effective (Paterson, 
2001).
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The role of the facilitator
Facilitators need to have a variety o f good communication skills. They need to be able to 
encourage participation from reluctant contributors and be able to handle aggressive or 
attention seeking behaviour (Paterson, Krueger). According to Krueger (1988) the facilitator 
exercises a mild, unobtrusive control over the group. When discussions go off track the 
facilitator needs to be able identify this and then be able to carefully and subtly guide the 
conversation back on line. Facilitators need to have good communication skills. Probably the 
most basic but necessary o f skills is that o f listening (The Environment Council, 2000). 
Listening is both an under-estimated and under-practised skill, which is a quality that comes 
naturally to some people and requires considerable discipline for others (Krueger, 1988)
"Most people are never listened to properly and the value o f giving them one’s fu ll 
attention is significant" (The Environment Council, 2000)
When people feel valued, their participation is likely to be enhanced. When facilitating focus 
groups it is also highlighted by May (1997) that establishing rapport with the group is o f 
paramount importance given that the method is designed to elicit and understand people's 
perspectives. However the facilitator must also take care to strike a balance between the 
roles of impartial scientist or friend (May, 1997). What effect does the facilitator have on the 
group and hence the information collected? Many texts question what effect that 
characteristics o f the facilitator or interviewer themselves have on the group and the 
discussion. For example the effects o f characteristics such as age, gender, dress, race, accent 
are often noted and the necessity of'blending in' is often spoken of (May, 1997 & Krueger, 
1988). . £ :
The second key skill o f a facilitator is that o f questioning, the ability to pose the right 
question to the right person at the right moment. In focus groups, questions are usually open 
rather than closed ended.
Open-ended questions allow the respondent to determine the direction o f the response 
(Kreuger, 1988:60)
Open -ended questions include words and phrases like how do you feel, what do you think, 
where do you get, what do you like. However strangely enough, 'why' is rarely asked in a 
focus group.
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Why questions imply a rational answer, one developed by thought and reflection. 
...The why question has a sharpness or pointedness to it that reminds one o f 
interrogations. This sharpness sets o ff defensive barriers and the respondent tends to 
take a position on the socially acceptable side o f controversial issues.... In place o f 
why, be more specific, what prompted you to... or, fo r what reasons" (Krueger, 1988)
When dealing with a passive group, skilful facilitators should be able to stimulate the group. 
Even though the facilitator will go in to a focus group session with a set o f key questions, 
some probing questions may be necessary to fully elicit true views and perspectives. Probing 
can be defined as 'encouraging the respondent to give an answer, or to clarify or amplify an 
answer' (Hoinville and Jowell et al. 1987:101)
The art o f probing may come naturally to a facilitator. When asking questions, to help 
generate understanding within the group, the facilitator may use words which the group 
members themselves have mentioned. Also by reframing the way a statement or a situation 
is presented, the facilitator can help it to be perceived in a different light. Many people can 
feel embarrassed or feel intimidated when posed a direct question. It is suggested that 
instead of posing a direct questions such as "What do you think?", ask by generalisation: ' 
Many people consider that... do you have an opinion on this?'. Also to encourage shy and 
reserved people to share their views on a particular topic, do not pose the question to them 
directly. Instead ask the group as a whole as to whether we have heard all viewpoints or is 
there something else someone would like to add.
In facilitating a focus group, another skill required by the ,facilitator is knowing when to 
intervene. This requires both their ability to listen and pose the right questions. Interventions 
may be to clarify understanding on a point or issue, to explore feelings, to agree where to go 
next, to recognise contributions, to re-direct the group. Examples o f how to intervene are 
included in Appendix B.
Facilitating is a skill which comes naturally to some, for others it requires practise. However 
essentially it is a skill that is used everywhere in life -  not just when carrying out focus 
groups. Reading the literature on the qualities o f a good facilitator and looking through 
examples of how to pose questions provides a good basis to the art o f facilitation but as is 
commonly stated, the RE found that there really is no substitute for practise. Carrying out 
some trial interviews and trial focus group sessions, as described in section 2.2.6, provided
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the RE with this practise and also raised some very important issues. The key issues that was 
raised were:
• Having a clear and complete understanding o f the aims of the focus group sessions is 
essential, as any hint o f confusion (maybe for relatively inexperienced facilitators) 
apparent in the facilitation o f the group.
• It is important for the facilitator to know what is expected of him/her. The RE found that 
it is important to be comfortable with what comes out o f the discussion. Just because 
you do not strike immense rapport with the group, it doesn't mean that the group is not a 
success.
• Whereas some facilitators see themselves as having no content to contribute at all, it was 
found that in raising the 'environmental issue', or indeed purely by carrying out the 
research in the first place, you are also raising people's curiosities and they will ask 
questions. It is therefore important as a facilitator to know the answer to the questions, or 
know from where you can get the answers. After all, you are gathering 4-8 people into a 
room to answer questions and discuss a topic o f your choice (in this case), so the least 
you can do is answer any queries they may have.
• Facilitating group discussions is totally different to individual interviews. Sometimes 
discussion can develop between the group and it is almost as if  the facilitator has been 
forgotten. It is important that the facilitator feels confident that first, this is satisfactory 
and second, that they can bring the group back when necessary.
• Essentially group discussions can evolve in any direction and it is the role o f the 
facilitator to keep the discussion relevant. However sometimes, when the discussion may 
be seemingly going off track, it might be that some really interesting issues can be 
raised. Making the decision to let the group stray and risk not being able to cover every 
topic on the topic guide or whether to pull the group back on target and risk upsetting the 
rhythm, is very difficult.
2.2.8 Obtaining site approval
Having secured support from the Environmental Group for the social research study, to carry 
out the research within Nokia UK, it was also necessary to take the project plan to the 
respective area management team for their 'approval' and ensure their support. A one-page 
summary o f the proposal was prepared underlining the nature o f the study, who it would 
involve, why it should be carried out and the proposed timescale. This proposal was 
subsequently reviewed and signed by the Head o f Environmental Affairs Nokia-wide and the 
senior environmental manager o f NMP. It was felt that this would add credibility to the
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study as a whole and improve the chance o f gaining support. Having this documents 
reviewed and signed actually took longer than expected. Once returned the RE photocopied 
the letter, signing each copy and individually addressed each letter to the respective line 
managers.
The RE prepared a brief introductory email (see below) for the above and sent this out along 
with a signed hard copy of the proposal (see appendix C) through the internal mail.
 Original Message-----
> From : Oxley-Green Abigail (NMP/Camberley)
> Sent: 03 January, 2001 13:12
> To:
> Subject: Env Attitudes -  Pilot social research study Proposal
Introducing myself, my name is Abi and I am working with the environmental group 
with NMP, working on my Doctoral thesis. As part o f my project, I am looking at 
assessing the environm ental concerns of Nokia stakeholders in order to help direct 
future environmental issues in Nokia - for at present there has been little systematic 
investigation into stakeholder attitudes to environmental issues.
To investigate these issues, it is proposed that a 'pilot social research study’ be carried 
out in UK, starting internally with Nokia employees. In order to carry out this study we 
would like to secure your support in this matter. Tomorrow, you should receive a copy 
o f this signed proposal through the internal mail. Over the next couple o f days, when 
you have had the opportunity to look through the proposal, I would like the opportunity 
to meet and discuss any queries or comments you may have regarding this research.
I look forward to meeting you,
Seasonal Regards,
Abi Oxley Green .  - ,
Having distributed the email and proposal, the RE contacted the managers to organise a time 
for a discussion. This was much more difficult and protracted than expected. The people on 
the distribution list sometimes proved quite difficult to get hold off. However the managers 
were contacted and the study discussed either in person with the RE or in a few cases over 
the phone. In all though, the response to the proposed study was very supportive.
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2.2.9 Logistics
Having decided upon the participants and having developed the topic guide, there are a 
series of other issues that need to be considered when planning and actually carrying out a 
focus group.
Room Location
Part o f providing a situation where people feel comfortable and encouraged to share their 
views is attributable to the set-up and ambience o f the room in which the discussion takes 
place. The participants need to feel comfortable with the location o f the room in itself. For 
the pilot it was decided that the participants should feel comfortable within one o f the 
meeting rooms on site; this is also a more convenient location. However, when the study 
moves to external stakeholders it is considered that a more 'neutral' location may be 
preferable according to the group, for example a room in the University o f Surrey or a local 
community centre.
Room set up
In focus groups, the participants usually sit in a circular arrangement. Where available 
comfy chairs are suggested or in other cases the participants may sit around a table. Having 
the opportunity to sit in on a few focus groups, the Research Engineer was able to evaluate 
various room set-ups and concluded that unless the chairs are really comfy (like armchairs), 
people feel more comfortable sitting around a table. Maybe as a form of 'protection', 
participants appeared far less 'self conscious' and often scribbled on paper available in front 
o f them.
If  the focus groups are being held during the day the room should ideally be light and airy, 
whilst low lighting provides the ideal form of artificial light. Having plants present in the 
room can also help to create a more relaxed, homely like environment, which is important to 
help make people feel at ease.
Refreshments
As it is proposed that the focus groups will run for about VA hours, it is important to provide 
some light snacks and drinks at a minimum. Placing these refreshments within easy reach o f 
the participants is also advisable. Refreshments are important to keep up the energy levels o f 
the group and also contribute to a more permissive environment
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Figure 2.4. Proposed room setup
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In the case o f this pilot study, it was suggested during the first steering group meeting that 
providing lunch may help to encourage participation in the focus groups. Also having lunch 
after the discussion would provide an opportune moment to get feedback on the session; it 
might be that the discussion is actually continued through the lunch period and any 
comments can be jotted down afterwards.
Equipment
Focus groups are typically recorded by a tape recorder, video recorder and/or with hand 
written notes either by the facilitator or assistant. In the case o f this pilot it was decided to 
tape the discussions onto an audiocassette and make hand written notes. A video recorder 
was considered but decided that it would be too invasive. Taping can assist interpretation as 
it allows the interviewer to concentrate on the conversation and record the non-verbal 
gestures of the participants (May, 1997). Recording focus group sessions also helps prevent 
the facilitator substituting their owns words for those o f the group. To record the 
discussions, two tape recorders (one as a back up), blank audio tapes (90mins) and a 
pressure zone microphone8 (pzm) were purchased. Having a long cable, it is possible to
8 Prices for pzm's at the time of looking were between £40-£100. Pzm's are supposedly 
available in many UK electrical outlets; however at the time of looking none could be found 
within the SE area so the research engineer purchased one from the US on the internet. The  
pzm consequently spent 2 months floating around customs before it actually arrived!
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place the flat microphone in the middle o f the table and have the tape recorders off on a side 
table, 'out o f sight' so to speak. The key informant interviews and trial focus groups were 
carried out using the in-built microphones in the tape recorders which were placed in front of 
the participants on the table. Although participants said they did not mind being recorded, it 
was evident that when the recorder was turned off, the more reserved participants were 
noticeably at more ease. In conclusion purchasing a 'discrete' microphone is worthwhile. 
According to the room size, extension leads may also be necessary.
Other forms o f equipment for carrying out the focus groups include items such as pens, 
coloured felt-tips, post-it notes, blutack, paper, flipcharts etc. These will be used for writing 
up the ground rules and also it is good to offer pens and paper to participants in case they 
want to write anything down or use them as an explanatory aid.
Assistant
In many focus group sessions, it is often beneficial to have an assistant to help take notes, 
provide an extra set o f eyes, operate the tape recorder, attend to environmental conditions 
and logistics and respond to unexpected interruptions (Krueger, 1988:74). A fellow Research 
Engineer from the EngD programme who is conducting similar project with Unilever has 
offered to be an assistant whenever possible. The Research Engineer gratefully accepted this 
offer and has also been able assist in some o f the focus groups at Unilever. As the content of 
the focus groups is potentially confidential, the Research Engineer had to organise a Non 
Disclosure Agreement (NDA) for signature through the sponsor company's Legal 
Department. NDA's are a standard procedure in most organisations where an external person 
is involved with projects.
'S takeholder consultation' as a process
Another issue that has been raised in the planning and preparation o f the study and which 
goes back to the nature o f 'stakeholder consultation' itself is; 'stakeholder consultation' is a 
process. Although people need only participate in the 1 hour session, it is important that 
they are not cut off from the process. In asking questions about environmental issues you are 
in fact raising awareness. People will instinctively want to see what has happens as a result 
o f their contribution. For this reason it is proposed that:
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• When the pilot has been completed each participant receives a copy o f the report 
indicating the research findings and action.
• The RE should set up a website, which the participants or any other employee will be 
able to visit for an update o f the research.
2.2.10 Present stage within the methodology
The past 6 months have been spent planning and preparing for the focus group. The 
participants have been selected, the topic guide developed and the questions have been 
piloted in both a one to one and group basis. The RE is now at a stage when she is ready to 
start recruiting participants for the focus groups.
1. Planning - (Anticipating the major decisions that need to be made)
2. Recruiting -  (Ensuring the right people are invited and that they do come)
3. Moderating/facilitating -(Asking the right questions & facilitating discussion)
4. Analysis and Reporting -  (Interpretation & evaluation - Using the data)
Initially it was anticipated that the focus groups would actually be completed by the hand-in 
date o f this progress report. However, planning and preparing a social research study does 
take a significant amount of time. Taking time to plan the study; making sure the objectives 
are clear and that the right questions are being asked through the right process is important, 
for once a process such as stakeholder consultation has been started it is difficult to turn 
back. When preparing and planning for a study, it is also important to consider the 
investigator's experience in both social research and the organisation in which, the study is 
being carried out. The experiences and issues that have been raised over this 6-month period 
have both highlighted some very useful learning points.
2.2.11 Recruitment
The RE has decided that in accordance with the basis o f the study, employees will ideally 
partake on a voluntary basis. The first contact between the RE and the selected participants
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will be through email. Initially it was decided not to indicate the specific nature o f the study 
in the email, so that participants would not be able to prepare for the discussion. However it 
was later discussed that employees would not be prepared to participate in a study without 
knowing what it was about, as the majority are very busy people. Having discussed the issue 
of recruitment with HR, it was decided that the invitation email would clearly detail:
• The reasons behind the study
• What is being proposed i.e. focus groups, and your participation
• What are the benefits for the participant
• What taking part would entail (inc. no preparatory work)
• Selection o f dates from which to choose
• Highlight participation on a voluntary basis
• Comment on support behind the study
Also, '...the term focus groups is rarely used when invitations are made to potential 
participants. Instead participants are invited to discuss or share ideas with others, thereby 
conveying the informal nature of the discussion' (Krueger, 1988:14). Personalising invitation 
is also very important, using terms such as '...you have been personally selected to take part 
in this study’. When selecting dates, plenty o f forewarning is needed. For people who travel a 
lot, such as Marketing Research, Monday and Friday are suggested to be good days, as 
people are more likely to be in. Incentives are often used to encourage participation and in 
this study, whilst it would not be suitable to give financial incentives it was agreed that gifts 
from the Nokia Promo shop could be considered.
It is proposed that emails are the first form of contact. Then those people who have agreed to 
participate will be sent follow up correspondences periodically up until the date. It is as yet 
unknown what the response will be like. However if  it is low then the recruitment procedure 
will need to be reassessed accordingly.
2.3 Conclusion
The past six-months have been spent planning and preparing for a social research pilot study 
to be carried out in Nokia UK. In referring to the objectives set for this period, in the last 
Progress Report, it can be seen that initially it was anticipated that the focus groups would 
actually be completed by the hand-in date o f this progress report. However the planning and 
preparation have taken much longer than initially expected.
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•  Seven focus group have been proposed in total and the functions within Nokia who will 
be involved in the focus groups are: Sourcing, Nokia Design, Engineers (inc. Software, 
Hardware etc), Operations, Marketing Research, After Market Services, Human 
Resources and Senior Management. There are no objections from the area managers to 
carry out this research or recruit any o f the participants from within these departments. 
Each focus group will contain approximately 6 people and the participants will be 
selected on a random basis where possible.
• The Topic Guide for the focus groups has been developed, piloted, reviewed and is now 
at in a stage where it is ready to be used. Piloting the focus group questions was crucial 
in determining what could actually be achieved from each focus group based on the 
awareness o f Nokia employees. Trial session also assisted in developing both the 
structure and content o f the question. When asking questions in a focus group it is 
important that they are as down to earth as possible.
• What was also highlighted through the trial sessions was that you really cannot a expect 
focus group to run to an agenda. Although you, as the facilitator will have a prepared 
topic guide, it is unlikely that the sequence o f issues will be kept to the same structure. 
For this reason, it is important that the facilitator is comfortable with being flexible.
• Facilitation as a whole is a very important skill and it can be concluded that before 
carrying the study, it has been vital to gain some experience in the art o f facilitating. 
There are set questions and probes that can be learnt but one o f the most important 
points is that a facilitator must feel comfortable and confident in what they are doing. 
For this reason it is imperative that the aims o f the study are clear in both the minds o f - 
the facilitator and the participants. In February, the RE took part in a two-day 
'Facilitation Skills' course held by the Corporate Training pic
• This highlights one o f the most important issues that was raised as a result o f the 
planning and preparation process and led the RE to ask: What is the true aim o f these 
focus group sessions? It can now be concluded that the aim of the focus groups is 
simply, to find  out about the environmental concerns o f Nokia's employees. The specific 
issues that will be addressed in the focus group sessions are documented in Section 
2.2.3. However, the primary aim of each focus group is to 'discuss'. The aim is not to 
educate the participants, raise awareness or to elicit that information which would be o f 
most practical use to Nokia. If  people are informed through the process, as may happen,
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then this is a useful by-product o f the process only. The aim of the study is simply to 
find out more about people's concerns.
Admittedly it might have been possible to have conducted the focus groups in a shorter 
timescale, but in hindsight, the process of going through these experiences and 
developments has been essential. The RE is now at a stage when recruitment can be started 
and the focus groups conducted.
2.4 Journal Paper
One o f the objectives over this past six-month period was to:
Jointly draft and commence writing o f a journal paper with Lynsey Clarke (2nd yr. RE at 
Unilever) on the stages of'stakeholder consultation' and submit draft to Joumal(s) (Industrial 
Ecology) for review. Lynsey is researching a similar project for her Engineering Doctorate at 
Unilever and working jointly on the 'analysis and evaluation' o f stakeholder concerns for a 
journal paper provides a good opportunity to collaborate efforts whilst providing an 
interesting comparison between the electronics and fast moving consumer personal & home 
care sectors. (Progress Report 2,2000)
Having drafted an initial skeleton o f the proposed paper and subsequently evaluating the 
proposed content and length, it has been decided that the paper should actually be split into 
two parts. The first paper will aim to provide a review o f the literature regarding 
stakeholders, stakeholder participation, the social research methods used in stakeholder 
processes and highlighting the potential benefits o f stakeholder participation in processes 
such as product development. Paper 1 aims to set the scene and provide the grounding for 
Paper 2, which will actually look at the methodology itself. The methodology includes the 
process of identifying stakeholder groups and how to decide which stakeholder to involve, 
using focus group to elicit stakeholder concerns and then paving the way as to how these 
concerns may be evaluated and feedback into decision making process.
It was proposed that the REs should jointly draw up a skeleton plan o f Paper 1 and then 
submit this to JIE for review. Having decided that the REs should proceed in starting to 
write the paper, each section was allocated accordingly.
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2.5 Environmental Questions in APAC Consumer Survey
Every year, Nokia carries out consumer (mobile phone and potential mobile phone 
owners) surveys to assess how the Nokia brand is developing and performing against 
competition. The survey assesses issues such as awareness, usage, attitude and image 
perception. This year the opportunity arose to include some (3) environmentally focused 
questions within the consumer survey being carried out within the Asia Pacific Region 
(APAC). Working with the APAC Environmental Manager and the Market Research team 
in the region, the RE was responsible for developing the environmental questions for this 
survey.
2.6 Environmental Questions in TCSS
TCSS stands for Trade Customer Satisfaction Survey. Similarly to the Consumer survey, the 
TCSS is carried out every year on a global level. This year the opportunity arose to review 
the environmental questions within the survey. In light o f the developments that have 
occurred in Nokia environmental issues since 1998, when the questions were devised, the 
opportunity to revise them was welcomed and the RE was made responsible for this role.
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Section 3: April 1st 2001 to October 1st 2001
3.1 Aims and Objectives for the period — April 1st 2001 to October 1st 2001
The aims and objectives for the next six-month period are proposed as follows. For this next
period it is proposed that the objectives should be segmented into 'primary' and 'secondary'
objectives. The primary objectives are denoted in black font and form the priority tasks.
Those secondary objectives are denoted in grey and will hopefully be completed if  there is
sufficient time.
T Ascertain the concerns and perspectives of Nokia's internal stakeholders towards 
environmental issues.
• Recruit for and conduct 6 focus groups to provide in-depth knowledge as to the 
awareness, attitudes and concerns Nokia employees have towards environmental 
activities. Stakeholder groups will include Programmes, Platforms, Marketing, Nokia 
Design, Human Resources, Sourcing, AMS, Operations and Senior Manager
• Initiate and develop plans to extend social research study on a larger scale; across Nokia 
Business Units on a global level.
2. Provide Feedback to interested parties
• Set up a website as a feedback forum for project and keep updated on a regular basis
• Collate focus group data for research findings and prepare into report. Provide feedback 
to participants and other interested parties.
3. Develop an approach to analyse and evaluate the concerns and perspectives o f Nokia 
stakeholders.
• Develop an approach for the analysis and evaluation o f stakeholder concerns. 
Stakeholder perspectives are expected to vary from group to group and in order to 
address stakeholder concerns and feed them back into the decision-making processes, an 
approach is needed which can reconcile these objectives. This work may/will be done in 
conjunction with Journal paper with Lynsey Clarke.
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o Use the approach developed for the analysis and evaluation of stakeholder concerns to 
review and refine the full-scale social research study.
4. Ascertain the concerns and perspectives o f Nokia's external stakeholders towards 
environmental issues
© Start planning & preparations and recruitment for external stakeholder study
5. Journal Paper
• Continue writing journal paper 1. Paper 1 provides a literature review and introduction 
o f what is stakeholder participation, why is it important and proposes this may be 
utilised effectively within Product Development.
• Commence writing o f Journal paper 2 outlines the process o f identifying stakeholders, 
ascertaining their concerns and then how these may be reconciled to be integrated back 
into company decision-making, such as product development.
6. Dissertation
• Drawing from the first three progress reports and the research and literature reviews that 
have been conducting during the planning and writing o f the journal paper, prepare and 
complete 2nd year Dissertation, as required by the EngD programme.
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Appendix A: Employee Topic Guide
The core focus group questions asked within the employee groups were as follows:
General ones
1. What do employees see as the environmental/social priorities o f today, and for what 
reasons?
2. Is there a product that you have not or would not buy because o f environmental and 
social factors?
3. How far should companies be responsible (open/accountable with respect to 
information) for environmental/social issues, what about other bodies e.g. government, 
NGOs?
Specific to Nokia
4. To what extent do employees believe that Nokia cares for the environment and society, 
and what are the reasons?
5. Do you see environmental/social issues as an important business issue?
6. What environmental/social issues do employees associate with Nokia, and for what 
reasons?
7. What issues do employees consider to be Nokia's key environment/social issues?
8. What are employee attitudes towards 6 key environmental/social issues (level of 
understanding, importance for Nokia/industry, Nokia's performance):
EM S/ prodn/site issues
• Do you think there are any environmental 
impacts from Nokia's buildings/sites? 
(prompt if nee energy, waste, utilities, 
traffic)
• How important do you think it is that we 
address these issues? (responsibility)
• How well is Nokia doing in this at the 
moment?
Employee relations/Em ployees & w ork
• What does employee wellbeing mean to 
you?
• How important do you think employee 
wellbeing should be to Nokia?
• How do you think Nokia is performing in 
this?
• What expectations do you have from the 
company in terms o f employee wellbeing
Supplier netw ork m anagem ent issues Diversity & Discrim ination
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• Do you think that our suppliers have 
environmental impacts or ethical/social 
impacts?
• Do you think that Nokia should be 
responsible for these impacts? How 
important is it for Nokia to be responsible?
• How well do you think Nokia is doing in 
this at the moment?
• Do you think that a diverse workforce is 
important for business success
• Do you think as a company we are 
diverse enough?
Product stewardship
• Do you see any environmental issues 
associated with our products
• Do you think it is important for Nokia to 
be responsible for the environmental 
impacts of its products?
• How do you think Nokia is doing in this?
• How would you like to receive information 
on these environmental issues
Corporate community involvement
• Are you aware o f Nokia's community 
activities -  what do you know about 
these issues?
•  What type of role do you think Nokia 
should play in the communities -  do you 
think it is important?
• Do you think Nokia has a good track 
record in performance in community 
related initiatives?
• What do you think is most important for 
Nokia -  Global, national issues, local 
issues?
9. To what extent do employees see/believe these key (or any other) env/social issues in 
relation to their work (awareness, importance, involvement, persuade others? 
motivation) Is their contribution in performance assessment -  should it be?
10. What env/soc issues do employees feel Nokia could or should be addressing and for 
what reasons?
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Section 1: Introduction
The research throughout this EngD Programme has been to develop and carry out a 
stakeholder participation process for NMP and as a result, identify for other similar 
companies how stakeholder participation could be implemented and how useful a process (or 
not) it proves to be. The progress that the research had made up to October 1st 2001 in 
carrying out the Stakeholder Consultation process is illustrated in Figure 1 below by the 
block arrow.
Figure 1. Progress in the Stakeholder Consultation process
Stage 3: 
Analysis & 
Evaluation
Stage 2: 
Ascertain 
Stakeholder 
Concerns
Stage 4: Address 
& Feedback into 
DM processes
Stage 1: 
Identification o f  
Stakeholders
INTERNAL
STAKEHOLDERS
EXTERNAL
STAKEHOLDERS
Key: ^  Progress to  date  up to  Oct '01  ^ P r o g r e s s  Oct '01 -  April '02 Remaining work
This document outlines the specific work o f the Research Engineer for the period dating 
from October 1st 2001 to April 1st 2002. Progress in the Stakeholder Consultation process is 
illustrated by the broken arrows in Figure 1 above.
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Section 2: October 1st 2001 to April 1st 2002
2.1 Introduction
Over the last 6-month period, the final focus group session o f the Internal Study was 
conducted and the research has mainly focussed on the analysis and evaluation o f the focus 
group results. Stage 3 is now complete for the internal study and preparations for the 
external study have also started. This progress is described in the following sections.
2.2 Internal Stakeholder Study
2.2.1 Stage 3: Analysis & Interpretation9 of Focus Group Data
This section describes how the data was first processed and then analysed 
Data Processing
To ensure an accurate recording of what was said during each focus group, the sessions were 
recorded onto audiotapes. The tapes were then fully transcribed into Microsoft Word 
documents. In a full transcription even expressions made by the participants (such as 'hmm' 
and 'ahh') are included and in this case different speakers were distinguished by M -l, M-2, 
F-l etc to ensure anonymity. This means that the transcription itself is quite a long process -  
a 1 ‘/4-hr tape took up to nine or ten hours to transcribe fully. The RE transcribed the first 
two focus groups and a temporary audio-typist was contracted to transcribe the other six.
The text from each transcript was then imported into WinMax Qualitative Data Analysis 
Software package, a screen view of which is illustrated in Figure 2. Unlike packages such as 
The Ethnograph v5.0 for Windows™, WinMax does not analyse the data itself, rather it acts 
as a filing system which enables the investigator to attach codes {coding) to the data (see 
Pane 2, Fig 2) so that it can be retrieved and sorted in a number of different ways. A word or 
sentence can have one or more codes attached to it (see Pane 2, Fig 2) and WinMax also 
allows you to attach comments to text, similar to the 'insert comment' function in Microsoft 
Word.
9 This s tage  w as named Analysis and Evaluation. As 'evaluate ' is to com pare to a standard or benchm ark c a se  -  in 
this c ase  it d oes not app ly- so  this title reads analysis & interpretation
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There are many different ways to define codes, for example they can be developed to follow 
the identity o f the speaker or the specific issues which people talk about (Reed & Payton, 
1997). When defining the codes it was useful to think about how the data was to be analysed 
and reported. In this research the main codes were defined according to the key research 
questions (see 2nd yr. Dissertation), for example main codes were 'General env issues', 
'Nokia env issues', 'Motivators & Influencers' (see Pane 3, Fig 2). The sub codes within these 
were then defined by the responses and issues that people raised during the discussions, for 
example sub codes were 'Bin' and 'Social' (see Pane 3, Fig 2). At the beginning I found I had 
too many codes and tried to code too much text for fear o f missing something out. But 
working through the texts it was possible to combine codes or more usefully code the texts 
under a different name altogether. Whilst it is helpful to get the codes right from the 
beginning, in this case they were developed and refined through the coding process.
Data analysis
Having coded the data the next stage was the actual analysis. Although there is no set 
format, Wolcott ( 1994) highlights many different ways to approach analysis o f qualitative 
data. To analyse the focus groups it is important to get to know the data -  a great deal o f 
familiarity can be gained o f each transcription by working through the transcripts and coding 
the data. Although tape transcriptions provide an accurate account o f all that was said during 
the sessions, when analysing it is also important to listen to how viewpoints are expressed. 
Being present at the group and listening to the tapes again afterwards gives a much better 
understanding o f how things were said as well as what was said, for example as a joke or 
light-heartedly.
The first stage of the analysis was to look at each focus group individually and summarise 
what were the key issues discussed in each group.
One problem with descriptively oriented researchers striving too hard to be objective 
is a tendency to treat everything at the same level o f detail Observers get fixed (or 
perhaps transfixed) behind a wide-angled lens... (Wolcott, 1994)
Initially I found the urge to comment on all issues discussed within the focus groups. 
However as it is impossible to tell the whole story o f each session I focussed upon what 
were the key topics o f discussion within the group and any key observations, such as were 
the participants very chatty or quite difficult to get talking, were there any major differences
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o f opinions within the group. The aim of this is to reflect the essence o f the discussion and 
not the detail. The next step was to analyse the focus groups according to the framework set 
by the key research questions. At first the text was analysed question by question, looking 
for themes and common issues within questions and then across questions. These were 
written up in the report as the research findings. After this, the next step was to then interpret 
the key messages from the research findings. Some messages were clear right from the 
beginning whilst became apparent from working through the analysis process.
A very useful process was to take comments on the report from someone who has 
experience is analysing and reporting on focus group studies.
Data Reporting
The focus group report was written in conjunction with the analysis process. The first draft 
was quite long and it became necessary to pare it down quite a lot to make it more reader 
friendly. Being aimed at company the report was also made more results focussed and 
detailed sections were put into the Appendix. The report has been produced as an Executive 
Summary and as a Full Report and will be submitted as a separate document.
2.2.2 Using focus groups in Stakeholder Participation
Focus Groups as a research method
I found that focus groups work well to provide a sound understanding o f employee 
perspectives. The group situations help to encourage conversation and give people 
confidence to talk about issues. -Many participants enjoyed the opportunity to have an open 
discussion with others. The discussions also acted as a learning forum in some cases, either 
about the environmental group itself, the work it is doing or through participants sharing 
information. It is true that group and individual discussions can produce different 
perspectives on the same issue, but it does not necessarily follow that one result is true and 
another false. We spend most o f our lives interacting with others within groups so it is 
natural that people's actions and opinions can change according to the social situation in 
which we find ourselves (May, 1997). Although people's views did not change dramatically 
during the focus groups, it was clear that discussion enabled people to define and articulate 
their views on environmental issues.
200
I
è>
!
Q
I
I
I
</> oco CDxz 0COx:0 04-» O0 O1—0 c0 3x=i C0 o
1a s"G rox: 0 0co "O 0
0 8
T3o
Jd c o
ro 8XL I
m V> m
111 CO
^  0 W
0 w 52
0 0 0 0 </)
O  od CL .<5
Tin
>N Q)
W to
CO u
Q) n
od y i
% 0)
u id(0 to
o) mü D1
LU O
LU U
2 2 2 ?2 2 2
OD 0)
CL UJ
g  g od t”
( 3 0 0 0  
U _ U _  LU L l.
o O G 0
LU LU LU CL CL œ  l u
G  LU C/3 >
'iii u n i  u 'i ii  u 'in © Sip]® ®a m 
L u G
Engineering D octorate A b i O xley G reen
Practical considerations
• Focus groups do provide access to a large number of views in one sitting, however on a 
practical note this meant that it was often difficult to find a suitable date to assemble 
everyone together in the same room for necessary 1V2 hrs. It is therefore important to be 
quite flexible when agreeing a date.
• To create a welcoming and 'group' atmosphere, it is important to match the room and 
table size to the group size. For example holding a small group in a very large room can 
make the room appear empty and people end up sitting far away from one another -  
which does not encourage conversation.
• An icebreaker was used at the beginning of the focus group sessions to break tensions 
and nervousness. The particular 'game' used in this study was really quick to carry out 
and people found it quite funny, which meant it worked really well to relax people. See 
Progress Report 3 for further information on icebreakers.
• Participants were informed at the beginning of each focus group that the session was 
going to be recorded but assured that the tapes would be for no use other than for 
analysis and their names would remain anonymous. Research highlights that some 
people find tape recorders inhibiting and may not wish their conversations to be recorded 
(May, 1997). I found that although participants were a little wary initially, once the 
conversation was underway, it did not seem to matter and people were very open with 
their comments.
• It was decided to provide lunch after each focus group session to provide the opportunity 
to continue discussion and for any further feedback. I found on average about half the 
participants stayed on for lunch and the rather than continuing any discussion from the 
focus groups, the lunch gave the participants the opportunity to ask their questions about 
the study and the work that the environmental group are doing at Nokia.
• During consumer focus group research, people are often given financial incentives to 
participate. In this study a Nokia blue pen was given as a 'thank you' gift for people 
giving up their time to participate.
• The flat microphone (pzm) produced a really good sound quality recording of the 
discussions. This was very important for the transcription. Using a microphone with a 
long lead also means that the tape recorder doesn't have to be in the centre of the table in 
constant view.
• The cassette recordings produced from group discussions are more difficult to transcribe 
than one-to-one interview sessions. As mentioned, a 114 hour session can take up to 10 
hours to fully transcribe even with the help of an audio-typist. Adequate time and
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resources (the contracted audio-typist was paid hourly) must be allocated for the 
transcription process
For further details on the practical arrangements made for the focus groups see Progress 
Report 3.
2.2.3 Stage 4: Feedback of results
In the 2nd yr. dissertation it was highlighted that the research will investigate:
• Which parts o f Nokia should receive the results from the study and why;
• Who within these parts o f the organisation should receive the information and why;
• How should the information be presented to these contact and when;
• And finally how should actions from the study be developed and what are the factors 
that determine whether these actions are met.
This section comments on who the results have been presented to so far. Further feedback 
channels have yet to be investigated.
Participant Feedback -  the results and key messages of the study were presented to the 
participants in a small fold up leaflet designed by the Research Engineer. To assess 
response to the leaflet a draft copy was shown to one of the participants beforehand. The 
feedback showed that it would also be useful to also highlight what actions people could 
take. The leaflet is shown in Appendix A. The table'illustrating issues to be aware o f and 
'actions to take'was developed with the help of Environmental group.
Site Management Feedback- it was decided that the results o f the study should be presented 
to the site management before widely communicated to other areas. The results were 
presented during an informal site management meeting. There were many managers present 
who had had no contact with the study so this was good to raise awareness.
Southwood Employees -  the executive summary o f the focus group report has been attached 
in pdf format to the study webpage, so that it is available to all Nokia employees through the 
Southwood internal webpages.
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Facilities -  as many of the research findings and messages refer to facilities environmental 
issues the results o f the study have been presented in an informal meeting to the local 
Facilities managers at Southwood to investigate opportunities to take local, site action. The 
results and discussion were taken very positively and possibilities for action are currently 
being considered. It was also suggested that the results should be presented to the Real 
Estate & Facilities (REF) Area Manager. This way the messages would be carried to the 
REF group.
Environmental Group -  the results o f the study were presented during the Nokia Research 
Centre Environmental forum last November and since then executive summary o f the report 
has been sent to the Head o f Environmental Affairs, Environmental Communications 
Manager and Head o f Corporate Responsibility. It is proposed that the RE should meet with 
the Head o f Environmental Affairs to see how the results o f the study can be incorporated 
into the next environmental strategy
2.3 External Stakeholder Study
Last year the opportunity came up to carry out the further research in collaboration with the 
Corporate Responsibility Group at Nokia. As a result o f the co-operation the scope o f the 
study has been expanded to include both Environmental and Social issues and will cover all 
Business Groups in Nokia (i.e. NMP, NET, NHO, NVO). This section outlines the progress 
that has been made in planning and preparing for the external stakeholder study.
2.3.1 Which stakeholder groups?
Due to the time constraints it was decided to focus on a small number o f external 
stakeholders groups. To investigate which stakeholder groups these should be, Nokia 
external Stakeholders were organised into a core-extended system as illustrated below in 
Figure 3 (see Progress Report 1 for more information on core-extended system). The 
stakeholders in the core plane are those who have a direct relationship with Nokia. The 
stakeholders in the extended plane influence and can be affected by Nokia, but their 
relationship is not so direct
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Figure 3. Core-Extended system -  Nokia external stakeholders
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The external stakeholders groups selected for the study are End Consumers and Suppliers. It 
has also been decided to carry out more Employee focus groups. The main reasons are as 
follows:
• Employees and Consumers are regarded as the key stakeholder groups within Nokia for 
environmental issues and Corporate Responsibility.
• There is an environmental contact working with Suppliers, so. support from this part o f 
the organisation is hopeful
• There is already a lot o f information within the company and a good feedback system 
with Trade Customers with respect to environmental issues.
• It was considered that it would be quite difficult to get Nokia 
Shareholders/Insurers/Lender to participate in a focus group.
2.3.2 Where should the focus groups be conducted?
It is expected that the views and concerns towards environmental and social issues will vary 
considerably from country to country. To decide where the external stakeholder focus 
groups should be conducted each group was taken in turn and the locations selected in 
priority order. Whether focus groups are carried out in all countries and the number o f focus 
groups carried out will be determined by the available resources.
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Employees
• Nokia's largest personnel are located in Finland, for this reason it was decided to select 
Finland as the first choice, specifically Nokia House in Espoo, Helsinki. As Nokia 
headquarters this site is also very influential, it would provide the support function 
perspective (UK study was at an R&D site) and access to all Business Groups. There is 
also a lot of'm iddle management' located at Nokia House. As middle managers are often 
the crucial to implementation o f environmental issues, an insight into their 
environmental and social perspectives would be veiy useful.
• The second largest personnel portion is in the US. It is proposed that the second choice 
location is Mountain View, California. This would provide a very different employee 
perspective as many of the employees at this site are new to Nokia (newly acquired 
company) so the culture is expected to be very different from that at Nokia House. This 
would also be a good form o f environmental training as an additional benefit.
• The third largest personnel and choice is then China, specifically at a Nokia production 
site. It is expected that this location would provide very different social and 
environmental perspectives and culturally, it is very different to Finland and US. 
Environmental awareness o f employees at production sites is expected to be quite high.
End Consumers
• In terms o f Net Sales the biggest market is the US, for this reason it is proposed that US 
be selected as the first choice for End Consumers
• The second biggest market and choice is China. China would also provide a totally
different environmental and social perspective to US ■
• The third country selected is Brazil. This country is no. 9 in the top markets but is seen 
as a potentially high volume country. Brazil provides the social hemisphere perspective, 
is very different culturally and politically to US and China and is a country o f high 
interest in terms o f CSR.
Suppliers
• The most influential country in terms o f (electronics) suppliers is Japan so this was 
selected as the first choice
• China was selected as the second choice as it is also an influential country in terms o f 
suppliers but again, offers a comparison in terms of environmental and social 
consciousness.
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2.3.3 Research Agency
To assist in the external stakeholder study, a research agency will be employed to carry out 
the focus groups. Although an external consultant brings the research expertise and provides 
the additional benefit o f the perspective o f an independent party with no vested interest in 
the results, employing consultants raises the possibility, however, that companies may avoid 
engaging openly and directly with their stakeholders (Irwin, 2001). One characteristic o f 
stakeholder participation is that the process seeks "...to  encourage understanding and 
relationships across sectoral, cultural and ideological divides" (Acland, 2001 ). Many of the 
invisible benefits such as understanding and trust are built during the dialogue process. If  
this part is entirely given over to another party then the opportunity o f building upon these 
stakeholder relationships can be lost. Direct company involvement in the process illustrates 
to the stakeholders that their view and perspectives are being taken seriously and will be fed 
back to the company and used to inform decisions. In contrast it is much easier for 
companies to ignore a consultant’s report with which they have had no involvement other 
than financial funding. Therefore to ensure that the stakeholders see that Nokia is genuinely 
committed to the research and to ensure that the aims and objectives are fully understood, it 
is proposed that the Research Engineer and Nokia works in close partnership with the 
research agency employed.
Research Brief
To obtain quotes from Research Agencies to carry out the focus group work it is necessary 
to write a research brief outlining the nature of the proposed study, the research objectives, 
the proposed methodology and detailing what is expected from the agency. The research 
brief is attached in Appendix B
Research Companies
A list o f the UK based or international research agencies who cover social research, is 
provided in Appendix C. The research will either be conducted through one research agency 
or via a number o f local research agencies- depending on cost and project management 
issues. Research agencies in China, Brazil, Japan, Finland and US will hopefully be 
contacted through regional Nokia Market Research Groups.
What does Nokia want from the results?
Preparation for the external stakeholder study has raised the question as to what Nokia wants 
to do with the results. Is the research being carried out to generate information? Will action
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be taken to address issues raised? It is proposed that a meeting be set up to clarify the 
objectives before the Research Agency is commissioned.
2.4 Journal & Conference papers
The Research Engineer is currently writing one Journal Paper together with fellow RE 
Lynsey Clarke from Unilever. The journal paper is now in its penultimate draft and is 
intended for publication in the Journal o f Industrial Ecology. The Research Engineer 
presented a poster presentation at the EngD Annual Conference 2002 and has also been 
accepted to present a conference paper at the Greening o f Industry Network Conference: 
"Corporate Social Responsibility Governance for Sustainability" later on in June this year. A 
copy of the journal and two conference papers are included in Part 3.
2.5 Conclusions
The main conclusions for this period are:
• The internal focus group sessions have all been transcribed, coded, analysed and 
interpreted. The research findings and key messages from the study have been presented 
in an internal report.
• The study has showed that as a method focus groups work well to provide a sound 
understanding o f employee perspectives. Nokia also now has an insight into the kind of 
information that could be expected from carrying out another internal study o f this 
nature. The study has also given experience with regards to the process.
• When analysing focus group data it is important to listen to how things are said as well 
as what is said. It is also useful to really get to know the sessions. A great deal of 
familiarity can be gained through listening to the tapes, the coding process and working 
through the texts.
• The results o f the study have been fed back to the participants, the site management, the 
Environmental Group and also informally to Facilities Group. The response from the 
Facilities Group has been positive so far. Further feedback channels need to be 
investigated.
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• Following the opportunity to collaborate with the CR group, the scope o f the external 
study has been expanded to include both environmental and social issues. It will also be 
extended to cover all business units (NMP, NET, NVO, NHO).
• Preparations for the external stakeholder study have started and it is proposed that the 
study will involve End Consumers, Supplier and also more Employee stakeholder 
groups. The countries selected for these focus groups include US, China, Finland, Brazil 
and Japan.
• A research brief has been prepared and will be distributed to a number o f UK research 
agencies. Research Agencies in the countries selected for the focus groups will also be 
considered.
• Preparation towards the external study has highlighted the need to clarify the aim of the 
study from the Nokia perspectives.
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Section 3: April 1st 2002 to October 1st 2002
3.1 Aims and Objectives for the period -  April 1st 2002 to October 1st 2002
Objectives for the next 6 months are in line with Project plan from 2nd yr. dissertation and 
are illustrated in Figure 4 below.
Figure 4. Proposed Progress in the Stakeholder Consultation Process from April 1st - Oct 1st 
2002
Stage 3: 
Analysis & 
Evaluation
Stage 2: 
Ascertain 
Stakeholder 
Concerns
Stage 4: Address 
& Feedback into 
DM processes
Stage 1: 
Identification o f  
Stakeholders
INTERNAL
STAKEHOLDERS
EXTERNAL
STAKEHOLDERS
 ►
Key:  ►'Progress to date up to Oct ’01  ►  Progress Oct ’01 - April ’02 '►  Progress April '02 - 0ct'02 " Remaining work
In ternal Study
Stage 4: Feedback o f the results into the organisation
1. Continue to assess which parts of the organisation would benefit or would find the 
information from the study useful.
2. Assess who should receive the inform ation within the organisation and for what 
reasons
3. Determine how the inform ation from  the study would be most effectively 
communicated and the reasons why.
4. Investigate how actions should be developed and investigate the reasons why they are 
or are not met. Interviews will also be conducted to assess what has been useful, what 
hasn't and what improvements does the contact suggest.
External Study
Stage 2. Phase II: Ascertain Stakeholder Concerns -  An External Stakeholder Study
5. O btain quotes from external agencies for carrying out an external stakeholder study 
using focus groups as the research method. Evaluate quotes and propose best option.
E ngineering D octorate A b i O xley Green
Determine whether the external agency will be employed to carry out the whole study or 
only part of the study.
6. Organise and set up the external stakeholder study. Draw up proposals and project 
plan. Agree project aims w ith Nokia. Identify and obtain approval from appropriate 
Nokia contacts. Determine information sources to develop sampling frame and decide 
upon participant sampling method. Obtain agreement and resources for external agency 
involvement.
7. Working closely with research agency carry  out and m anage focus group sessions 
accordingly. This will depend on extent o f involvement for external agency. 
Participants will be recruited and focus group session carried out accordingly.
8. S ta rt thinking about appropriate  stakeholder feedback forum . Prepare and publish 
study results and derived outcomes into a publicly available report. Establish feasibility 
o f interactive website and develop accordingly.
Stage 3: Analysis & Evaluation
9. Determine whether fu rther focus group analysis is required  on top o f Research 
Agency reporting.
References
Acland, A (2001) 'Principles and Characteristics o f Stakeholder Dialogue Processes', article 
from Environmental Council's website (http://www.the-environment-councilorg.uk)
Irwin, A (2001). Personal communication
May, T. (1997). Social Research: Issues, Methods and Process. 2nd Ed. Buckingham: Open 
University Press. ISBN 0 335 20005 2
Progress Report 1, April 2000,
Reed, J & Payton, V (1997) Focus groups: issues of analysis and interpretation. Journal o f  
advanced nursing, 1997, 26, pp 765-771
Wolcott, H (1994). Transforming qualitative data. Description, analysis, and interpretation. 
Thousand Oaks, California: Sage. ISBN: 0803952813.
211
Engineering D octora te A b i Oxley Green
APPENDIX
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Appendix A: Participant Feedback leaflet (company confidential
Appendix B: Research Brief:
Tender for Conducting Focus Groups as part of Stakeholder Consultation 
Project 
Social Research Brief (CONFIDENTIAL) 
Introduction
Nokia is a leading communications company that develops, promotes and provides 
advanced technologies, products and services in accordance with recognised principles of 
sustainable development. This means continuing to make technological and economic 
advancements whilst meeting commitments to both social and environmental goals. In order 
to continue making environmental improvements and to operate in a socially responsible 
manner, Nokia believes it is important to consider the growing concerns and expectations of 
stakeholders. Nokia's stakeholders are those who can affect or who can be affected by the 
organisation's operation (e.g. employees, customers, suppliers, shareholders, non­
governmental organisations, governments, authorities and citizens of communities and 
societies in which the company operates). Currently Nokia encourages dialogue and co­
operates with these stakeholder groups through a range of different forums.
To investigate and gain a deeper understanding of stakeholder perspectives towards 
environmental issues, a Stakeholder Consultation project was established. The first stage of 
this project, which has been completed, focussed upon the environmental opinions of Nokia 
employees in the UK and provided a detailed analysis of what issues employees see as 
environmental problems and the reasons why. As part of the second stage of this project, 
Nokia would now like to expand the study to include other stakeholder groups and to 
ascertain their perspectives towards both environmental and social issues. Different 
stakeholders groups have different values, concerns and priorities towards environmental 
and social issues. It is also expected that the concerns and understanding of these issues 
could vary between different locations.
This research brief outlines the research objectives and stakeholder groups for this study. It 
is foreseen that that there will be a close working relationship with the agency we 
commission for the duration of this project. A steering group will be set up within Nokia to 
oversee the project. We shall also require the agency we commission for this work to sign a 
non-disclosure agreement.
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Research Objectives
The overall aim of the study is to provide a more detailed analysis of the environmental & 
social concerns of Nokia stakeholders and to identify any environmental or social issues that 
need to be addressed.
In order to achieve this, the study will address the following questions:
• Are stakeholders concerned about environmental and social issues and for what 
reasons?
• What environmental/social issues do stakeholders associate with Nokia and for what 
reasons?
• Which environmental issues are stakeholders concerned about, plus any environmental 
priorities and the reasons behind these?
• Which social issues are stakeholders concerned about, plus any social priorities and the 
reasons behind these?
• Do stakeholders believe that Nokia cares for the environment and for what reasons?
• Do stakeholders believe that Nokia is an ethical company and for what reasons?
• Which environmental & social issues do stakeholders feel Nokia could or should be
addressing and for what reasons?
Methodology
A qualitative approach using focus groups is proposed, as an in-depth understanding is 
needed. The views and understanding of these issues could differ significantly between 
countries.
Groups to be conducted in US, China, Brazil & Japan
• Nokia End Consumer (people who use Nokia products or services)
1 group in US, 1 group in China, 1 group in Brazil
• Nokia Employees (people working for Nokia)
1 group in Finland, 1 group in US, 1 group in China
• Nokia Suppliers (companies who provide products or services to Nokia e.g. 
component suppliers).
1 groups in Japan, 2 groups in China
Topic Guide to be proposed by Agency and developed through consultation with A. S Oxley 
Green. The topic guide will have to be adapted to the stakeholder group.
The focus group sessions should last between 1 .5 -2  hrs long and should be conducted in 
native languages.
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The US focus groups will be carried out first. Sampling & contact details for recruitment for 
Suppliers and Employees groups will be provided by Nokia, but not for End Consumers. 
Participant recruitment to be potentially carried out by agency.
Reporting
The following will be required:
• 2 full transcripts of each focus group session (1 native language and 1 English), written 
up on Microsoft Word (Office 97 version). Transcript should distinguish between 
speakers.
• Copy of audio cassettes from each focus group session
• Report of each Focus Group including key & common issues and observations.
• A full presentation will be required of findings, with reporting done in Microsoft 
PowerPoint (Office 97 version) with presentation notes
Costs and Proposal
Please include details of the team who will be working on the project and all relevant 
experience.
Please provide full cost broken down into the following:
Project management
Recruitment (if list recruitment is diff pis quote cost)
Field work (include viewing facilities)
Transcription
Translation
Analysis/Reporting (pis. quote for full and summary report) 
Travel (please note Nokia economy travel policy)
Also pis provide estimates for additional fgs in same countries
Proposed Timing
Agency Proposal
Commission
Meetings:
Introductory meeting
(Discuss Recruitment & Topic Guide)
April
May
May
Qual Fieldwork in US June
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Review meeting
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?
A bi O xley G reen
Qual Fieldwork in other countries ?
Present findings ?
Please return proposals by XX to Abigail Oxley Green preferably by email and please 
include client list and references.
Contact Details
Email: Abiqail.Oxlev-Green@nokia.com 
Tel.: +44 (0)1252 867448
Abigail Oxley Green 
Environmental Research Engineer 
Nokia UK Ltd.
Summit Avenue,
Southwood,
Farnborough,
Hampshire, GU14 ONG
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Appendix D: Journal & Conference Papers -  see Part 3
1: Jou rna l Paper: The Role o f Stakeholder Participation in Company
Environmental Decision-Making. Working draft.
2: EngD conference paper: The Environmental Concerns O f Nokia
Employees: A UK Study
3: GIN conference paper: Assessing the Environmental Views &
Concerns o f Nokia Employees as part o f Stakeholder Participation. 
Working draft.
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Section 1: Introduction
The progress that the research had made in the Stakeholder Consultation process at the 
beginning o f this 6-month period is indicated in Figure 1 below by the block arrow
Figure 1. Progress in Stakeholder Consultation Process
Analysis & 
Evaluation
Stage 2: 
Ascertain 
Stakeholder 
Concerns
Stage 4: Address 
& Feedback into 
DM processes
Stage 1: 
Identification o f 
Stakeholders
EXTERNAL
STAKEHOLDERS
INTERNAL
STAKEHOLDERS
Key: ^  Progress Oct '01  Progress April ’02 -  Oct '02  Remaining work
This document outlines the specific work o f the Research Engineer from the period dating 
April 1st to October 1st 2002 and is illustrated by broken arrows in Figure 1 above.
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Section 2: April 1st 2002 to October 1st 2002
2.1 Internal Stakeholder Study - Stage 4: Feedback of results
As implied by the title, the fourth stage o f the stakeholder consultation process is to feed the 
results o f the study regarding stakeholder perspectives, back into the company. Having 
carried out the employee focus groups within the UK the results were disseminated back into 
Nokia in a rather adhoc manner. From the nature o f the results it was clear that they needed 
to be communicated to 3 groups within the organisation; namely the Environment Network, 
Communications and Facilities.
Environment Network
The results were communicated to the wider Environmental Network through an internal 
Environment Forum, to the core Environment Group through subsequent team presentations 
and also on a one to one basis. As the researcher is part o f the Environment Group and due 
to involvement in the Steering Group, they have been involved in this study from the 
beginning and naturally have an interest in the results.
Communications
The Environmental Communications Manager has been involved in the project Steering 
Group so initial findings were communicated through the Steering Group meetings and also 
through the Environment Network presentations. Following the recommendation that more 
communication o f  environmental issues would be appreciated by UK employees, a 
brainstorming session was carried out involving UK communications people and the 
environment group to investigate potential opportunities or focus areas. The session 
generated many ideas but require an owner if they are to be implemented.
Facilities
Unlike the Environment Network and Communication, Facilities were not involved with the 
study at the beginning. However on finding that the results highlighted the need to look at 
the site and office environmental issues, the researcher presented the results to the local 
facility managers responsible for these issues. As a result it was proposed that an 
Environmental Working Group would be set up within the UK to investigate & implement 
opportunities for environmental improvements within UK Nokia sites.
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Lessons learned and the next step
As it was difficult to know what would be highlighted from the focus groups, it was 
therefore difficult to know who to get involved in the study at the beginning. But getting 
'issue owners' involved from the beginning is really important because this means that they 
are interested in the results and this ensures that the information arising from the study gets 
effectively communicated back to them and acted upon where necessary. If  people have not 
been involved in the study from the beginning, it is suggested that the results are presented 
and discussed with them on a one to one basis.
It is also important to ensure that the information is communicated whilst it is still relevant. 
The focus groups were carried out over a couple o f months, during which there were 
developments within the company and also the global environment. To ensure that the 
information is fresh it should ideally be fed back as quickly as possible.
In order to get feedback on how relevant and useful the information from the pilot study has 
been to the company it is proposed that the research engineer will set up interviews with the 
recipients. These interviews will determine what was useful/not useful about the information 
they received, what actions have been taken as a result -  if  any and what improvements 
could be made.
2.2 External Study - r =
Progress Report 5 highlighted that in order to proceed with carrying out the external study it 
was necessary to obtain funding for the project. A research brief was sent out to a number of 
Research Agencies to obtain estimates of how much the project would cost. Initial costings 
were returned for two different options ranging from
The agencies recommended that to improve robustness and quality in the study that a 
minimum o f two groups should be carried out for each stakeholder group in each country. It 
was therefore decided that the study would only focus upon two stakeholder groups, and 
because there is already good information channels set up between suppliers and Nokia on 
environmental social responsibility issues, the two groups would be employees and end 
consumers. A revised brief was sent out to the agencies and costings received.
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This information was then included within a one-page proposal, which outlined the aims and 
benefits o f the study. This proposal was then emailed and presented to the Executive Vice 
President by the Research Engineer. It was decided that the Research Engineer could have 
budget to engage a research agency to carry out the focus groups in Brazil and China whilst 
the groups in Finland and US were to be carried out internally by Nokia. This would ensure 
that the learning and experiences gained from the study would be held within the company.
Having identified and selected the stakeholder groups the next step was to ascertain their 
concerns.
2.2.1 Stage 2: Ascertain Stakeholder concerns
One of the key learnings from the pilot study had been to get the issue owners involved from 
the beginning so that they can input into the study and this starts a natural feedback loop. 
Because o f the way the company is organized there are two distinct groups to be involved 
within the study:
• Global functions. People working within global functions often coordinate between the
different regions to share best practices and information and can drive global initiatives.
To get the support and ensure relevance o f the study for the company, issue owners in 
global functions were asked to contribute to part o f the study and propose questions to be 
added to the Discussion Guide
• Regional functions. In order to actually carry out the study it is necessary to get the go 
ahead and support from the country or site manager. The issue owners at that location 
then need to be contacted and involved to get their comments and input to the Discussion 
Guide to ensure the questions were locally suitable & relevant (culturally sensitive) and 
also because if  anything is raised from the study that needs to be addressed these are the 
people who are responsible for taking action.
The main objectives o f the study were reviewed by Environment and CSR key contacts. 
Once confirmed it was possible to determine the scope o f the Discussion Guide and then 
identify the issue owners at a global level. The global issue owners include contacts for:
• Environmental Management Systems (Facilities)
• Environmental Supplier Management Issues (Environment)
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• Design for Environment & End of Life (Environment)
• Employee Wellbeing (HR & HR Communications)
• Diversity & Discrimination (HR)
• Corporate Community Involvement (Corporate Community Involvement)
Developments so far are:
• Employee Discussion Guide nearly all done
• Talked to all issues owners to get their input and also an idea of issues in countries
• The pilot study showed that a lot of time during the focus groups was spent 'warming up 
the participants into thinking about environmental issues, to minimize this as much as 
possible it was decided to use visual aids. These were developed with the assistance of 
Lynsey Clarke from Unilever
• Have received legal guidance to cover data management with respect to employee 
opinions
The following sections outline the developments in the Regional Areas
Finland -  Nokia House
• It is proposed that 3 employee focus groups will be carried out in Nokia House, Finland 
(see PR 5 for further info).
• Support in Finland was inherent because the Executive VP, CSR director and
Environment Group director had given the go ahead for the company and the global 
issue owners are located at Nokia House.
• A facilitator for the focus groups was located through the Market Research Department. 
The facilitator has been briefed upon Environment & Social Issues
• Environment Communication contact will sit in on the groups to aid analysis process
• As groups will be conducted in Finnish, transcriptions and translations will need to be 
organized
• To encourage participation, the groups will be conducted on site
• Sampling lists have been obtained from HR for Senior Management, Middle
Management and Non-management.
• The RE prepared an electronic postcard briefly explaining the study and is also signed
by the Exec VP to illustrate that Nokia endorses the study. This has been sent to
potential participants
• Invites have been emailed to participants
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•  Groups planned for 7th,8th & 10th 
US -  MV -  Dallas
• It is proposed that 4 employee focus groups will be carried out in Dallas, US (see PR 5 
for further info) and 2 End consumer groups will be carried out in US.
• Initial plans were conduct the study in Mountain View, California - based on discussions 
it was proposed more practical to carry out the study in Dallas. This move was discussed 
with Environment and CSR directors and it was agreed to move the study to Dallas.
• A facilitator for the US focus groups was found in the Market Research Dept and has 
been briefed on Env & Social Issues.
• RE has met with issue owners (Environment, Communications &CCI) in Dallas, 
introduced study and have received their comments and feedback.
• Following discussions with Marketing manager in the US, propose end consumer groups 
in mid US -  Chicago (big difference between West & East so if  can only do 1 -  go 
middle. Stopped doing MR in Dallas -  it is currently over researched) easiest way is to 
recruit is to use agency
• End consumer groups in mid Bernard's assist helping with room booking, recruitment 
etc
• Need to contact HR for sampling lists. Propose Senior Management, Middle 
Management and Non-management employee groups.
•  Possibility o f doing one focus groups in MV on 15th Nov
• Planning employee groups 12-14th Nov -  will have end consumer DG from agency work
Research Agency
Where as Finland and US will be carried out internally, Brazil and China will be carried out
with the assistance of a research agency. RE is currently working with RDSi research agency
to finalize arrangements and to commission them for the research.
Brazil -  Rio de Janeiro
• It is proposed that 2 end consumer focus groups will be carried out in Rio de Janeiro
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• Brazil Marketing will assist in talking to agency and in developing DG for end 
consumers
• Corp comms and legal in Brazil know o f study
• Looking to carry out Oct 28th forwards
China -  Beijing
• It is proposed that 2 employee focus groups will be carried out in BNMT factory in 
Beijing (see PR 5 for further info) and 2 End consumer groups will be carried out in 
Beijing.
• Support has been acquired from the country manager and site manager
• Contacts and issue owners (Environment, HR & CCI) have been set up and contacted
• Sampling list have been obtained from HR, planning for one management and one 
production direct employee groups
• Currently organizing how the employee groups can be carried out (shift workers)
• The RE prepared an electronic postcard briefly explaining the study which has been 
signed by the site manager to illustrate that the study is endorsed by Nokia.
• Planning China groups (1st -7 th National holiday) for 28th -  3 1st October (same time as 
Brazil)
2.3 Business Strategy & Environment Conference paper
RE has submitted and presented a paper at the above conference with Lynsey Clarke (RE at
Unilever), see Part 3 for the conference paper.
2.4 Conclusions for 6 month period
The main conclusions for this period are:
• Getting 'issue owners' involved from the beginning is really important because this 
means that they are interested in the results and this ensures that the information arising 
from the study gets effectively communicated back to them and can be acted upon
• It is important to identify the right issue owners within the company -  this often 
involves asking many people.
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• It is important to involve both Global and Regional functions for their inputs, to ensure 
cultural relevance and sensitivity and also to get commitment that if  something needs to 
be addressed then action will be taken.
• Getting support and go ahead to carry out the study in the different countries took 
different forms and involved different people which depended on the country and the 
proposed focus group.
• Information gathered so far has illustrated that China presents quite a different challenge 
from the other groups (as the study will involve production line workers)
• Support and interest in the project from the company has been very positive
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Section 3: October 1st 2002 to April 1st 2003
3.1 Aims and Objectives for the period -  October 1st 2002 to April 1st 2003
Objectives for the next 6 months are illustrated below.
Stage 3: 
Analysis & 
Evaluation
Stage 2: 
Ascertain 
Stakeholder 
Concerns
Stage 4: Address 
& Feedback into 
DM processes
Stage 1: 
Identification o f  
Stakeholders
EXTERNAL
STAKEHOLDERS
INTERNAL
STAKEHOLDERS
Key:  ►  Progress April'0 2   ►Progress April' 0 2 -Oct '0 2   ► Progress Oct'0 2  -  April'0 3
Stage 4. Part I: Feedback of results -  An internal Study
1. Organise feedback interviews with relevant issue owners to determine what was 
useful/not useful about the information they received, what actions have been taken as a 
result -  if  any and what improvements could be made.
Stage 2. Phase II: Ascertain Stakeholder Concerns -  An External Stakeholder Study
2. Carry out and manage focus groups in Finland, China, US & Brazil with the 
assistance of the external agency.
3. Organise post focus group session brainstorming for analysis
4. Organise for Finnish & US focus group data to be transcribed and translated in
order to import data for analysis and evaluation.
Stage 3: Analysis & Evaluation
5. Import all transcriptions o f focus group sessions into WinMax '98 software package 
for analysis
6. Decide on categories and code. Categories will be proposed in line with topic guide 
key questions and the text within the transcripts assigned codes according to the
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categories. As an iterative process, ensure categories are developed accordingly, 
identifying and accounting for any other useful information.
7. Docum ent analysis of results, develop and propose recom m endations for action for 
the short and long term in draft document
8. Finalise report and review recom mendations
Stage 4: Feedback o f the results into the organisation
9. Assess which parts of the organisation would benefit or would find the information 
from the study useful.
10. Assess who should receive the information within the organisation and for what reasons
11. Determine how the inform ation from  the study would be m ost effectively 
comm unicated and the reasons why.
12. Investigate how actions should be developed and investigate the reasons why they are 
or are not met. It will be important to get commitment from the contact to provide 
feedback to the RE in order to track how the information is used. Interviews will also be 
conducted to assess what has been useful, what hasn't and what improvements does the 
contact suggest.
Evaluate Stakeholder Participation Process
13. Assess the overall benefits o f carrying out a stakeholder participation process and 
specifically this stakeholder consultation project.
14. Evaluate lessons learned, identify advantages and disadvantages and suggest further 
improvements.
Portfolio
15. Start planning and writing portfolio!
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Section 1: Introduction
The progress that the research had made in the Stakeholder Consultation process at the 
beginning o f this 6-month period is indicated in Figure 1 below by the block arrow
Figure 1. Progress in Stakeholder Consultation Process
Stage 3: 
Analysis & 
Evaluation
Stage 2: 
Ascertain 
Stakeholder 
Concerns
Stage 4: Address 
& Feedback into 
DM processes
Stage 1: 
Identification o f  
Stakeholders
INTERNAL
STAKEHOLDERS
EXTERNAL
STAKEHOLDERS
  ■ ►
Key: ^  Progress to date up to Oct '02  ^Progress Oct '02 -  April '03 " ^  Progress April '03 -  Oct '03
The following section o f this document (Section2) outlines the specific work o f the Research 
Engineer from the period dating October 1st 2002 to April 1st 2003. The main focus o f the 
work has been to complete Stage 3 and 4 o f the stakeholder consultation process (illustrated 
in Figure 1 by evenly broken arrow) and to plan and start the portfolio write up. Section 3 
then goes on to propose the objectives to complete the Stakeholder Consultation Process 
(illustrated in Figure 1 by unevenly broken arrow) for the next and final six-month period o f 
the EngD programme.
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Section 2: October 1st 2002 to April 1st 2003
2.1 External Stakeholder Study
2.1.1 Stage 2: Ascertain Stakeholder Concerns
Employees
From October to December (2002) employee focus groups were carried out in Nokia House 
in Espoo, Finland; Nokia House in Dallas, US; Nokia in Mountain View, US; and, BNMT in 
Beijing, China. A research agency was contracted to facilitate the Dallas and China groups. 
An internal Nokia facilitator was located and briefed by the RE to facilitate two of the 
Finnish groups. Each session lasted IV2 - 2 hours and was held on site, except in China 
where the sessions were held in a viewing facility. Participants were grouped according to 
management level in order to ensure that they felt comfortable expressing their views. 
Finnish and American groups involved participants from NMP, NET, NVO, NIC and Nokia, 
who were recruited randomly from the following departments:
Table 1: Participant's departments
• Administration • Business Development
• Communication • Customer Care Services (CCS)
• Customer Business Teams e Engineering (inc Software and
Hardware)
• Human Resources (HR) • Sales & Marketing
• Manufacturing & Operations • Operating Resource Sourcing (ORS)
• Public Relations • Sourcing
Employees took part on a voluntary basis, 11 discussion groups were completed in total:
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Table 2: Summary of focus groups
Location G roup type Facilitator Facilitation
Language
Non-management Finnish
Espoo, Finland Middle management Internal, Nokia
Senior management 1
Senior management 2
Non-management Ipsos-Reid
Dallas, US Middle management 1 Ipsos-Reid English
Middle management 2 Ipsos-Reid
Senior management Ipsos-Reid
Mountain View, US Middle management Internal, Nokia
Beijing, China Direct Employees (Prod) RDSi Mandarin
Management RDSi English
Consumers
During the same period, consumer focus group sessions were also conducted by the research 
agency in Beijing in China, and Sao Paulo in Brazil. Again, each session lasted 114-2 hours 
and participants were given a small incentive for their time. The groups were as follows:
Table 3: Consumer focus groups
Country Group description Mix
Brazil 1 x workers, age 3 0 - 4 0
1 x workers & students, age 18-
30
Both groups were 50% Nokia owners, 50% 
mix o f Motorola, LG, Ericsson, Samsung
China 1 x workers, age 20 -30 
1 x workers, age 30-40
50% Nokia owners, 50% mix o f Motorola, 
Samsung, Siemens, TCL,
Data Management
The research agency recorded transcribed and translated all the China and Brazil groups. The 
Finnish and American groups were recorded onto audio tape and transcribed by the Research
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Engineer (RE) and an external agency. The Finnish transcripts were then translated into 
English internally.
2.1.2 Stage 3: Analysis & Evaluation
Based on experience from the pilot study, it was decided that there would be at least two 
researchers present at the focus group: one to facilitate the group and the other to make notes 
on the content. When an external or internal Nokia moderator was facilitating the groups, the 
RE became the second researcher. It was found that having another person present was 
particularly helpful for the analysis process, particularly for discussing the findings and to 
compare notes with.
Once the tapes and transcripts had been returned, it was useful to go through each at length 
to correct any errors and to become familiar with the content and ways in which viewpoints 
were expressed. During this process it was possible to start noting down key themes that 
appeared throughout the text and in response to the research questions. Transcripts were then 
imported into WinMax '98 software package for analysis. Going through each transcript line 
by line, codes (based on the key themes) were attached to the text. As in the pilot study, 
working through this process it became necessary to introduce new and sometimes combine 
codes to account for additional useful information. Having coded the transcripts each theme 
was then taken in turn and focus groups were compared for similarities and differences. 
Starting to write up each theme into the focus group report was useful to document this 
process and to start investigating why were there similarities and differences between the 
groups. During the analysis it was often necessary to refer back to the tapes and transcripts. 
It was also useful to go back to original notes and discuss findings with the second 
researcher. Once it appeared that no new themes were emerging from the transcripts it was 
decided that the analysis process was near completion. The key findings and conclusions 
from the focus groups were reported in an Employee focus group report and a Consumer 
focus group report.
2.1.3 Stage 4: Feedback of results
To feed the focus group results back into the organisation and to investigate how to address 
the issues raised, it was decided that a working team would be set up, involving one global 
issue owner (as defined in Progress Report 6) from each area. This involved:
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• Environmental Communication Manager (for environmental issues except EMS at 
facilities)
• EMS Environmental Manager (for EMS of Nokia facilities)
• CSR Director (for CSR issues)
• Senior CSR manager (for CSR issues)
• HR Communications Director (for employee relation issues)
• CCI (for community involvement projects)
The aim o f the team was to provide feedback on the results and also advice and guidance on 
how to disseminate the result further for action. The reports were emailed to the group so 
that they could read their relevant sections, the focus group results were then presented to the 
group during a workshop session. The response from all the group was really positive and 
they proposed that another session should be held to decide how the information should be 
communicated to the right issue owners within the company. The result o f this second 
session was to define names o f people within the organisation who would be interested in 
and also responsible for addressing the issues raised in the report and also to define a 3 tier 
plan as to how to use and communicate the focus group results. This plan is illustrated as 
follows.
Figure 2: Plan for using and communicating focus group results
Using & communicating focus group results
• Communication to and input from Programme/Issue owners
* Who: see info diss matrix, When: ASAP
* Prepare & Send info package to read
* Meet with focus group team member to
• D iscuss affec ts  on  a n d  c h a n g e s  w ith in  p ro g ra m s  f ro m  resu lts
• D efine cross o v e r p o in ts
. D efine p rio ritie s  o f  f in d in g s/issu e s
.  Ask issu e  o w n e rs  to  p re s e n t c u r re n t s i tu a tio n  & ac tio n s  & h o w  to  g e t  th e re
.  Id en tify  B o ttlenecks w h ich  p re v e n t ac tio n s  r —  ---------- -
.  A ssess c u rre n t to o ls  to  k ee p  tra ck  I  x * «
• A gree h o w  to  tra c k  ac tio n  & V alue if necc  , I ___________ ____
e Communication to and input from...
• Who: Brand, Consumer reseacrh, Risk Mgemt, CSR SG, Env SG etc
• When: May - Co-incide with other stakeholder projects
• Present:
. Findings, issue priority and  current situ and  action (decisions, support req, resources, am bitions)
• Continuty of s takeholder consultation
• Advice on further in tegration  of findings
• Communicate to Participants and possibly w ider audience 
• Together with local com ms & HR
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The first stage o f the plan, which is currently being deployed, involves forwarding an 
information package to the respective issue owners. This information package contains an 
overview of the study in PowerPoint and the full employee and consumer focus group 
report. This will then be followed up by an information session where it will be possible to 
get feedback from the issue owners as to the value o f the study to address questions such as:
• What is the value from the information?
• What is the current situation with respect to this issue?
• What actions will be taken?
• What are the bottlenecks?
With this feedback it will then be possible to implement stage 2 o f the communication plan. 
This work is currently under development.
2.2 EngD Portfolio
2.2.1 Planning the Portfolio
Structure
The structure o f the portfolio was proposed by the RE and has subsequently been agreed by 
both supervisors, with the understanding that the structure will be amended as and when it is 
needed. The proposed structure can be found in Appendix A.
Project Summary
In an attempt to personally clarify in my own mind and to confirm with both supervisors 
what the portfolio would say, it was useful to write a one-page summary o f the project (as 
highlighted in Appendix B).
Project Plan
A Gantt Chart was developed as a project plan and is illustrated in Appendix C
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2.2.2 Portfolio write-up
Current progress in the portfolio write up is illustrated as follows:
Chapter 9 -  Results
The first draft on Chapter 9, which details the employee and consumer focus group results 
has been submitted and returned with comments to the RE
Chapter 8 -  Research Design, and Chapter 6 -  Nokia the Company
The RE is currently working on Chapter 8, which details the methodology of the focus group 
project and Chapter 6 which describes Nokia the organisation, its stakeholders and 
background to the focus group project.
237
Engineering D octora te A b i O xley Green
Section 3; April 1st 2003 to October 1st 2003
3.1 Aims and Objectives for the period -  April 1st 2003 to October 1st 2003
Objectives for the next 6 months are illustrated below.
Stage 4: Feedback of the results into the organisation
1. Disseminate results to issue owners
2. Propose recommendations for action and investigate how actions should be 
developed and the reasons why they are or are not met.
3. Assess value of findings from issue owners from follow up discussion or interviews
Evaluate Stakeholder Participation Process
4. Assess the overall benefits o f carrying out a stakeholder participation process and 
specifically this stakeholder consultation project.
5. Evaluate lessons learned, identify advantages and disadvantages and suggest further 
improvements.
Portfolio
6. Continue and complete writing portfolio!
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Appendix A: Portfolio Structure
1. Executive Summary new
2. Guide/portfolio outline new
3. Sustainable Development & Corporate Social Responsibility new
4. Stakeholder Theory (a little new bit here)
What is a stakeholder?
Categorising and identifying 'key' stakeholders
5. Stakeholder Participation
Levels o f involvement,
Strengths & weaknesses
6. Nokia the company new
Intro to Environment & Social Responsibility at Nokia new
Nokia Stakeholders
Employee and consumer research
7. 4-stage Stakeholder Consultation Process (tool box) %
Stage 1 - identification o
J
Stage 2 -  ascertain concerns 
Stage 3 -  analysis and evaluation 
Stage 4 - feedback into organisation
CD
8. Research Design & Methodology (i.e. Stage 1 & 2) ^
I Q .Background o
J  °
Methodology î<
Analysis & Reporting
9 (8) Research Findings Project Radar (i.e. Stage 3)
a) Executive Summary
b) Pilot UK report
Finland report [  g
c
5f
y
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US report
China employee report 
Consumer China & Brazil report
How do stakeholder views vary between different countries?
How do stakeholder views vary through management levels?
10 Feedback Results into organisation (i.e. Stage 4)
11 (9). Evaluating the process and the information from Stakeholder Consultation process
new
What value has it added - Has it actually brought about change? new
Advantages and disadvantages new
What factors make it a success new
Lesson learned new
Recommendations new
12. Further research new
13. Publications
1 * , . Portfolio
14. 6 month reports Vol. 1:1,2, 3, 4, 5, 6, 7, 9 a, 10,11,12
Vol. 2: 8, 9 (b), 13 (confidential?)
Vol. 3:14 (not put in library?)
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Appendix B: One Page Project Summary
Stakeholders are "...individuals or group of individuals who can affect an organisations 
operation". For a company, this includes many different groups such as employees, 
customers (business and consumer), suppliers, shareholders, governmental organisations, 
NGO's, media, competitors and the communities in which the company operates. It is 
important for companies to understand the expectations o f their stakeholders to drive their 
performance in sustainable development, in order to ensure long-term success. To establish 
these stakeholder expectations, a form of dialogue must be established between the company 
and the stakeholder group. This stakeholder dialogue can take a number o f different forms 
and its application within companies to specifically help direct environmental and social 
responsibility decision-making is relatively new.
This thesis proposes that carrying out stakeholder dialogue is valuable to a company. The 
project sets out to investigate the concept o f stakeholder dialogue, looking particularly at the 
different levels o f stakeholder involvement. The research proposes a 4-stage Stakeholder 
Consultation Process and details, using experience from actual application in Nokia, how 
this process can be implemented.
The first stage o f this process is to identify stakeholders; this project develops and illustrates 
a systematic process for a company to identify its key stakeholders. The second stage o f the 
process is to ascertain the stakeholder views. In this project, group discussion sessions were 
carried out with employees and consumers in UK, Finland, China, US and Brazil - involving 
about 130 participants in total. In these sessions, participants discussed their views on issues 
such as recycling, the environmental and ethical aspects o f the supply chain, Nokia facilities, 
mobile communications and health, employee wellbeing, diversity and community 
involvement. The findings o f these discussion sessions were then analysed (Stage 3) and 
disseminated back to the company (Stage 4). This portfolio outlines what issues were raised 
as priority issues for these stakeholder groups, the nature o f their expectations and how the 
process has outlined areas in need of attention.
Through implementing this process within the company, this portfolio details what is the 
real value added from stakeholder dialogue and provides a critical evaluation of stakeholder 
dialogue. Highlighting the benefits and disadvantages, the research provides guidance as to 
why stakeholder dialogue should be carried out, when it should be used and when not, 
investigates what are the factors which determine and limit success, and suggests what the 
future might be for stakeholder dialogue within organisations such as Nokia.
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Part 2
Second Year Dissertation
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The only way in which a human being 
can make some approach to knowing 
the whole of a subject is by hearing 
what can be said about it by persons of 
every variety of opinion, and studying 
all modes in which it can be looked at 
by every character of mind. No wise 
man ever acquired his wisdom in any 
mode but this; nor is it in the nature of 
human intellect to become wise in any 
other manner.
John Stuart Mill, On Liberty
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Executive Summary
Owing to the increasing demand for environmental improvements and social 
responsibility, it is becoming more important for companies to consider and address 
the needs and concerns of their stakeholders. Stakeholder opinions are recognised 
as important for long-term development within Nokia; to enable a proactive and 
more informed approach to future environmental activities and as part of their 
commitment to Sustainable Development.
This research seeks to develop and carry out a 'stakeholder participation' process 
for Nokia in order to assess and track the environmental concerns of Nokia 
stakeholders so that they can be addressed and fed back into company decision 
making processes. The research proposes a four-stage 'Stakeholder Consultation' 
process which has been developed specifically for this project and is illustrated 
schematically as follows:
1: Identification of 
Stakeholders
&
2: Ascertain 
Stakeholder Concerns
&
3: Analysis & 
Evaluation
~  &
4: Address & 
Feedback into DM
The 4-staqes of 'Stakeholder Consultation'
• Stage 1 of this process involves the identification of Nokia stakeholders.
• Stage 2 employs qualitative social research to assess the viewpoints and 
perspectives of Nokia stakeholders.
•  Stage 3 of the process consists of an analysis of the results of the research
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•  Stage 4 will involve feeding back this information into the company so that 
pertinent issues can addressed and recommendations for change implemented
In the research conducted to date, 17 different stakeholder groups have been 
identified for Nokia and have been broadly categorised into 3 groups: internal, 
external and surrogate stakeholders (Stage 1). Focus groups were selected as the 
main investigative tool to find out more about the environmental concerns of Nokia 
stakeholders (Stage 2). The results so far indicate some key messages and 
highlight many issues that need to be addressed by the company. The analysis of 
the results (StageS) and the final stage of the process (stage 4) will be conducted as 
part of the completion of this project.
In developing this process, as well highlighting issues that need to be addressed by 
Nokia, the results will indicate how stakeholder participation could be effectively 
implemented within similar companies. The research will also evaluate the 
usefulness of such a process as a whole, highlighting the advantages and 
disadvantages and suggesting areas where improvements can be made to the 
process.
This document summarises the research that has been carried out over the last two 
years and outlines the research tasks planned for the next two years to complete 
my Engineering Doctorate in Environmental Technology. Also included at the end of 
this document are details regarding the two journal papers, which the Research 
Engineer (RE) is writing in conjunction with another RE from the EngD programme.
250
Engineering D octora te A b i O xley Green
1. INTRODUCTION
1.1 Introduction
As people are becoming more informed about global issues and their own personal 
rights they are exerting more pressure on companies to improve their environmental 
and social performance. For example, consumers are becoming far more concerned 
about the overall 'greenness' of companies and their products, environmental 
legislation is becoming far more stringent and competitor trends are a key driver for 
improved environmental performance. Many investors and suppliers now include 
environmental issues as part of their requirements and NGO's1 are exerting greater 
pressure for companies to acknowledge greater environmental and social 
responsibility. An increasing number of companies have been exposed, rightly or 
wrongly, to accusations of social and environmental injustice and consequently 
suffered serious damage by consumer boycotts, restrictions in operation, difficulties 
in raising capital and strained supplier and trade customer relations (Tomorrow, 
1999). So, the challenge now is for companies to continue to make technological 
and economic advancements whilst meeting commitments to social and 
environmental goals such as sustainable development. Part of this means 
considering and addressing the needs and concerns of stakeholders. Stakeholder 
participation provides a means to elicit and get a better understanding of 
stakeholder concerns, so that they can then be addressed and fed back into the 
company to help drive more socially acceptable decisions.
The process of stakeholder participation is well developed in the public sector but its 
application in companies remains relatively new. This is partly due to the fact that at 
the moment there are no systematic methodologies or standardised guidelines for 
stakeholder participation and also because dealing with people's concerns and 
perspectives is inherently difficult. However, those companies who have embarked 
upon some form of stakeholder participation identify many benefits. Being aware of 
stakeholder concerns towards environmental issues helps to keep track of evolving 
issues and enables the company to be proactive (Novo Nordisk's Enviromental 
Report 1997). The process can help companies nurture and develop partnerships 
with stakeholder groups on an issue, which can only be truly be addressed by 
everyone's involvement. Stakeholder participation also provides a more transparent
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and clearly documented approach for considering stakeholder views and 
perspectives (Acland, 2001), which is useful for benchmarking and environmental 
reporting and auditing.
Stakeholder participation is also seen as crucial in achieving sustainable 
development (Pretty & Shah, 1994; Acland, 2000). More sustainable decisions are 
those decisions which consider environmental and social implications alongside 
economic and technological issues. This often requires trade-offs to be made and 
means finding solutions which are acceptable to all the stakeholders. This is often 
difficult as individuals' diverse needs and priorities need to be reconciled to reach 
consensus. Stakeholder participation acknowledges that people have different 
values, priorities, interests and fears and enables these issues to be discussed 
openly and explicitly in order to provide a more informed, open and inclusive 
approach to decision making. In this respect stakeholder participation can provide a 
means to help in the interpretation and prioritisation of environmental issues, by 
ensuring that the decisions have a much wider social acceptance, which is essential 
in sustainable development.
1.2 Project justification & aim
As a company within the electronics sector, the pressures for Nokia to both consider 
and implement environmental thinking into all company activities are steadily 
increasing. Forthcoming legislation, particularly the EU Directives on Waste from 
Electrical and Electronic Equipment (WEEE) and Restriction of Hazardous 
Substances (RoHS), have driven many company initiatives. Trade customers are 
looking for increasing amounts of information and are sending more questionnaires 
and NGO's are keeping companies like Nokia alert, by showing an interest in the 
environmental impacts of the electronic industry. In fact, like all companies Nokia is 
experiencing an increasing demand for environmental improvements and social 
responsibility.
To implement environmental improvements, Nokia has a number of environmental 
building blocks. Nokia employs Environmental Management Systems (EMS) and 
sets out 'Environmental Supplier Requirements'. With a life-cycle thinking approach, 
tools such as LCA are used to identify the environmental impacts of its products and
1 Non Governmental Organisations
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processes and the concept of Design for the Environment (DfE) is used to integrate 
the environmental requirements alongside other considerations into the product 
design process. Nokia employs an End-of-Life (EoL) management program to 
address obsolete products and has also made a commitment to Sustainable 
Development in accordance with the International Chamber of Commerce (ICC)' 
Business Charter. However, as part of long term development Nokia recognises that 
stakeholder opinions are also important. Currently stakeholder views are considered 
in an ad hoc manner and the focus has been only on a few stakeholder groups. In 
order to direct future environmental activities it is necessary to assess the concerns 
of Nokia stakeholders more systematically and to feed this information back into the 
company. It is therefore important for Nokia to carry out a form of stakeholder 
participation for both short and long term development. More specifically in Nokia, 
stakeholder participation is important to:
• Enable Nokia to take on the challenge of sustainable development. This means 
continuing to make technological and economic advancements whilst 
considering environmental and social issues. Being committed to sustainable 
development means that Nokia is responsible for assessing the needs and 
concerns of stakeholders and incorporating them in decision-making processes.
• Provide Nokia with a better understanding of current stakeholder concerns, 
attitudes and awareness. This may highlight environmental and social issues 
that need addressing and this information will be useful for Nokia in 
environmental training, internal communications and for integrating 
environmental issues into company practices.
• Help Nokia to identify and keep track of emerging concerns and challenges. 
Stakeholder perspectives are dynamic; it is therefore important to keep up to 
date with these issues in order to be proactive in environmental activities, which 
will also help to gain competitive advantage and help preserve a good 
reputation.
• Elicit which are the environmental priorities for Nokia stakeholder groups. The 
information gathered from stakeholder participation is important for Nokia to take 
an open, ethical and also more informed approach when interpreting and 
prioritising environmental issues. For example, talking to Nokia trade customers 
may highlight that their main priority may be for Nokia to use recyclable plastics; 
this is very useful information for Nokia who has customer satisfaction as a core 
company value.
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•  Help make environmental issues part of everyone’s business. By taking 
stakeholder views into consideration and illustrating how these views have been 
used to develop and influence various activities it is more likely that people will 
share a sense of ownership in the approaches adopted and as a result are more 
likely to accept and help sustain them. This is important, as Nokia's official view 
on the environment is that it is everyone's business.
• Provide an open and documented approach of how Nokia takes the 
environmental concerns and expectations of stakeholder into account within 
company activities. This is important to enable benchmarking, further 
development and also for environmental reporting and auditing. Nokia is also in 
the DJSI2 and FTSE4Good Index3, both of which look at stakeholder relations.
To meet these requirements, this research aims to develop and investigate how to 
implement and carry out a stakeholder participation process in practise. Using Nokia 
as a case study, this process will firstly identify all Nokia stakeholders and will then 
go on to find out more about the views, concerns and attitudes towards Nokia 
environmental issues. Using this information the research will go on to highlight 
those issues which need to be addressed. Where possible, the research will also 
identify the environmental priorities for Nokia stakeholders and this information will 
be used to assess a 'current status'. The information gathered through this process 
can then be used to help Nokia direct environmental activities in the short and long 
term. To realise these developments, the project will investigate ways in which this 
information can be systematically fedback into the company. Tracking how the 
information is further disseminated and gaining further feedback from within the 
company, the research will assess how well the process has met the set objectives 
and what are the benefits and also the disadvantages associated with carrying out 
such a process within a company such as Nokia.
This section has introduced the research project and outlined the project justification 
and aims. Section 2 summarises the progress that the research has made to date. 
Section 3 goes on to describe the research which will be carried out during the 
remainder of the project. This work is accompanied by a project plan and gantt chart 
and a brief overview of two journal papers that the RE is currently undertaking with 
a fellow RE are included in the Appendices.
2 Dow Jones Sustainability Index
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2. PROGRESS MADE TO DATE
2.1 Introduction
This section outlines the background and progress that the research has made to 
date in the project. Section 2.2 seeks to clarify what is meant by the term 
'stakeholder'. This was the starting point of the research and is a crucial part of any 
stakeholder work. Section 2.3 briefly reviews the literature on how stakeholders can 
be grouped and categorised according to certain attributes and their relationships. 
Section 2.4 outlines the process of 'stakeholder participation' and in section 2.5, this 
research proposes a four-stage 'Stakeholder Consultation' process. The progress 
made so far in carrying out this process within Nokia is then described in Sections 
2.6 and 2.7.
2.2 What is a stakeholder?
To identify stakeholders, it is first necessary to investigate how they are defined. 
Broadly speaking, a stakeholder is 'anyone who is affected by or who has an 
interest in the project/decision/operation/organisation' (Freeman & Reed, 1983; IBM 
report 1995; ODA, 1995; Elkington, 1997; RCEP, 1998). There are many definitions 
of a 'stakeholder' available in the literature and a comprehensive list can be found in 
Mitchell et al (1997)
Most definitions use the terms 'affect, effect, influence or interest' yet no definition 
(as far as the author is aware) is provided of what is 'an effect' or what constitutes 
'an interest' or 'influence'. An 'effect' can be a two way process, that is, there are the 
groups of people who the organisation/project can affect and then there are the 
people who can affect the organisation. An 'effect' can be good or bad and it may 
not always be tangible or easily measurable. For example an 'effect' may occur on 
an emotional level and therefore be difficult to assess. Some 'effects' may occur via 
an intermediate and be indirect whilst some may also take a long time before they 
become evident.
If the definition of a stakeholder is to be practically applied and used to distinguish 
between those people who are and are not relevant, it is important to clarify all
3 "Footsie" for Good index for socially responsible Investments
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concepts and provide a concrete definition. However it is evident that there are 
complexities involved in providing a more concrete stakeholder definition. For 
example, a detailed definition sets boundaries and could unknowingly result in the 
exclusion of some stakeholder groups. On the other hand without a concrete 
definition the number of stakeholders that can be identified is potentially infinite. For 
instance, Renn's interpretation of a stakeholder includes those who perceive 
themselves to be affected. He defines stakeholders as:
"Socially organised groups that are or perceive themselves as being affected 
by the decision" (Renn et al, 1998, p259)
Although this approach can be seen as ethically correct, practically it might be very 
difficult to implement. So as not to exclude any individuals or group of individuals or 
set any boundaries, it is proposed in this research that stakeholders will be defined 
simply as
". . .  those who are affected by or can affect an organisation's operation".
In this definition an effect may be good or bad, it may be direct or indirect. I am also 
tempted to say that an effect may be either on a physical or mental level. Although 
essentially this definition may have included every single being in the world, where 
we draw the line should be an issue of practicality and not bounded by a definition.
Understanding the issues surrounding the definition of a stakeholder puts you in a 
better position to identify who are stakeholders. In a practical application, it is 
proposed in this research that initially the definition should be used to identify all 
those groups of people who are stakeholders. However, this does not necessarily 
mean that all these stakeholder groups will be involved in a study; this will inevitably 
be decided according to the available resources. It will also be important to keep 
this stakeholder list regularly updated.
2.3 Categorising and Identifying 'Key' Stakeholders
More traditional stakeholders include groups such as shareholders, lenders, 
regulators and policy makers. However recent research acknowledges a much 
wider range of stakeholders including customers, employees, trade associations, 
local communities through to the biosphere and future generations (Elkington, 
1997).
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Having identified the stakeholder groups, most practice in the literature then goes 
on to organise the groups under different categories while some prioritise them to 
identify 'key stakeholders'. MacArthur (1997) and Cowell et al (1997) suggest a 
distinction should be made between stakeholder groups who have a 'direct 
involvement' or have a 'legitimate interest' and those who 'do not have a legitimate 
interest'. Wheeler and Sillanpaâ (1997) use categories such as primary and 
secondary and social and nonsocial to define and group stakeholders. Other 
categorises include key, borrowing, active, passive, core and strategic (see 
MacArthur, 1997; Carroll & Buchholtz, 2000). Classifications may also be made as 
to which aspect the stakeholder group may participate or be interested in; for 
example shareholders, investors and insurers can be categorised as 'financial 
stakeholders' (Camarota, 1999). Mitchell et al (1997) expand on the idea that 
stakeholders have attributes such as legitimacy, power and urgency and use these 
factors to identify a number of 'priority' groups of stakeholders depending on 
whether they have all three, two, one or non of the named attributes.
Organising or categorising stakeholders is useful when carrying out stakeholder 
work and defining a priority list may be seen as necessary to decide who to involve 
and how to allocate resources. But there is also a need for caution because 
categorising and prioritising stakeholders by factors such as power, common 
interests or dependency is ultimately subjective and will no doubt vary from person 
to person and will depend upon their own interests, experiences and values. To 
group stakeholders into certain categorises, it is important that the basis used is 
made clear and explicit from the outset. .. - .
2.4 Stakeholder Participation
Stakeholder dialogue, stakeholder consultation, stakeholder participation and 
stakeholder engagement are all terms used to describe the processes which involve 
some form of 'contact' being made between an individual or organisation and their 
stakeholders. No clear distinction has been made between the terms within the 
literature and they are often used interchangeably. However for this research, it was 
decided that the term stakeholder participation would be employed as this is felt to 
encompass all the component activities involved in including stakeholders and their 
opinions in decision making processes.
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Many of the cases where stakeholder participation processes have been used in 
relation to environmental issues indicate that initially stakeholder processes were 
much more popular in the public sector (Petts 1995; Renn et al, 1993; Arnstein, 
1969). However since starting this research, stakeholder participation processes 
have received a marked rise in interest from the private sector and the terminology 
can now be found cited in many company environmental, social and sustainability 
reports, as well as their websites. It is also important to note that there are no 
standardised guidelines (as far as the author is aware) to determine what 
constitutes stakeholder participation. For example, the term participation has been 
used to justify the reconciliation of potential conflicts, to justify external decisions 
and, simply to collect data (Pretty & Shah, 1994).
To clarify what is stakeholder participation, it is useful to review a 'typology of 
participation'. Sherry Arnstein (1969) was perhaps the first to identify a model of 
different levels or types of public participation and proposed a 'ladder of citizen 
participation' with eight 'rungs' to describe the different involvement processes (see 
Figure 1 below).
Figure 1. Arnstein's (1969) 'Ladder of citizen participation'
Citizen control
Delegated power
Partnership
Placation
Consultation
Informing
Therapy
Manipulation
> 'Citizen power'
» 'Tokenism' 
'Nonparticipation'
The bottom rungs of 'manipulation' and 'therapy' she refers to as 'non-participation'. 
The 3rd 'informing', 4th 'consultation' and 5th 'placation' are assigned as varying 
'degrees of tokenism' and only the 6th 'partnership', 7th 'delegated power' and 8th 
'citizen control', attain what Arnstein calls, 'citizen power'. There have been many 
adaptations of this typology, for examples see Dorcey et al (1994), Wilcox (1994),
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Pretty & Shah (1994) and UNDP (1997), but all identify a hierarchy of levels of 
involvement. Although this typology focuses on a community perspective this 
research suggests that there are key elements which can be transferred to a 
company perspective. This research proposes that there are three key levels of 
participation: informative, consultative and decisional, which are described as 
follows:
a) Informative participation is used to describe the participation processes, which 
involves information being passed from one body to another. An example of this in a 
'passive' format is an organisation sending out leaflets to inform stakeholders of 
future plans/intentions. At this level, the role of the stakeholder is only to receive the 
communication. The organisation has complete control over how stakeholders are 
informed and what they are told. People may be content with this level of 
communication and may feel happy to have been informed; however, such a 
"...unilateral announcement" might cause protests (Env Council 2000). A slightly 
higher level of involvement would involve a 'two-way' process, like carrying out a 
survey. In this case the organisation is asking the questions and the stakeholder is 
providing the information. However as the purpose of surveys is usually only to 
generate information on an issue, the 'two-way process' is in fact limited as there 
would not necessarily be any further dialogue between the two bodies.
b) Consultative participation is an increased involvement between the 
organisation and the stakeholder(s). At this level, stakeholders can be asked for 
their views and perspectives upon an organisation's plans and/or proposals. The 
material generated from this research may then be used to influence the 
organisations' plans or future plans is some way. For the organisation, such an in- 
depth study may elicit very useful issues or areas in need of more evaluation. For 
the participants of the research, discussing viewpoints and perspectives on issues 
can raise expectations of what will happen as a result to their 'input'. Increasing the 
stakeholder involvement means that stakeholder perspectives are fed back into the 
organisation's plans or projects. However their main involvement occurs after the 
key decisions have been made. For the organisation, involving stakeholders within 
their projects, albeit late in the decision making process, can result in 
implementations which are more socially acceptable. However as the stakeholders 
are involved after the key decisions have been made, the extent to which they can 
influence the project or plans is limited.
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c) Decisional participation refers to the level at which stakeholders are actually 
involved and participate in the decision making process. At this level of participation, 
organisations involve and interact with stakeholders from the beginning of their 
project or plan, taking multiple perspectives into consideration and attempting to 
reconcile disparate objectives. Involving stakeholder groups from the outset of the 
decision making process requires significant commitment from the company. It 
could be argued that in terms of long-term success, the decisions resulting from 
such a process would be 'better' decisions as, by involving stakeholders within the 
decision making process, there is more information and organisations are ensuring 
that their decisions are more sociably acceptable and responsible.
The level of stakeholder involvement and the level of commitment (of both the 
stakeholder and organisation) therefore increase as you go from informative through 
to decisional participation and hence different types of participation are suitable for 
different situations. If the aim is simply to generate information on an issue, 
operating at a level of informative participation is appropriate. In order to ensure that 
a particular project is as socially acceptable as possible (for example the siting of an 
incinerator) then a form of consultative participation may be suitable. However, if the 
aim is to achieve more sustainable development, it is proposed that stakeholder 
views need to be fed back and genuinely considered within decision making 
processes (Pretty & Shah, 1994; Acland, 2000) this means working towards a more 
decisional model of participation, see Figure 2 below.
Figure 2 Stakeholder Participation leading towards Sustainable Development (Progress 
Report 2) . , _ - , .
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Involving stakeholders in discussions and decision making can be beneficial but it is 
important not to forget that there are associated risks. The potential for the 
stakeholder participation to 'go wrong' becomes greater on progressing from 
informative to decisional participation. For example, stakeholder participation is 
inherently based upon trust and openness and if a company has initially committed 
to too high a level of participation and found that they were then unable to keep that 
commitment, this trust would be broken. This could seriously damage the 
relationship with the stakeholder(s). Therefore, when deciding upon which level of 
participation is most suitable, it is important to consider the real reasons for carrying 
out the 'participation', and also the level of participation to which the organisation is 
prepared to commit, bearing in mind the associated risks, previous experience and 
available resources. It may be the case that some stakeholders need only be 
involved at an informative level, whilst others should be involved at a decisional 
level.
2.5 The 'Stakeholder Consultation' Process
As outlined in section 1, this research aims to assess the environmental concerns of 
Nokia stakeholders to help direct future environmental activities. To do this, the 
research proposes that a stakeholder participation process will be carried out within 
Nokia. At present, stakeholder views are assessed on an ad hoc basis within Nokia 
and are typically not integrated systematically into decision making processes. As a 
study of this nature (in both scale and depth) has not been conducted before, it 
would be unwise to carry out a form of decisional participation due to the 
considerable amount of commitment and resources that would be required. 
However, the project aims to do more than simply identify stakeholder concerns. 
The aim is also to feed this information back into the company, to help direct other 
environmental activities in both the short and long term. This indicates that a higher 
level of stakeholder involvement than information participation is necessary. This 
research proposes that a form of consultative participation should be carried out 
within Nokia and proposes a 'Stakeholder Consultation' process, developed 
specifically for this project. This four-stage process is illustrated schematically in 
Figure 3 below.
261
E ngineering D octorate A b i O xley Green
Figure 3. The four stages of Stakeholder Consultation
1 : Identification of 
Stakeholders
4
2: Ascertain Stakeholder 
Concerns
4
3: Analysis & 
Evaluation
4
4: Address & Feedback 
into DM processes
Each stage of the Stakeholder Consultation process is briefly described as follows:
i) The first stage, is the process of identifying the stakeholders.
ii) The second stage of the process is to ascertain the concerns and priorities
of the stakeholders using social research methods.
iii) The third stage involves the analysis and evaluation of the stakeholder
concerns i.e. the data.
iv) The fourth stage of the process is where the stakeholder concerns are
addressed and fed back into the company and decision-making process.
It is important to note that the stakeholders are not cut off after the completion of 
Stage 2. Asking questions about environmental issues raises awareness and 
people often want to see what has happened as a result of their contribution. 
Feedback is therefore important to:
• Ensure the integrity of the whole process, which is based upon openness and 
inclusiveness
• Promote a shared sense of ownership which is integral to deliver and sustain 
change/actions
262
Engineering D octora te A bi Oxley Green
•  Encourage and ensure participation in future studies of this kind by Nokia
The research carried out so far in this Stakeholder Consultation process is 
described in the following sections. Stage 1, the identification of Nokia stakeholders 
has been fully completed. It was decided to carry out Stage 2 in two phases -  
Phase I to ascertain the concerns of Nokia's internal stakeholder (i.e. Nokia 
employees) and Phase II to ascertain the concerns of Nokia's external stakeholders. 
Stage 2, Phase 1 is now near completion.
2.6 Stage 1 : Identification of Nokia stakeholders
The first stage of the stakeholder consultation process (as illustrated in Figure 4) is 
to identify Nokia stakeholders.
Figure 4. Stage 1 of stakeholder consultation: Identification of Stakeholders
1. IDENTIFICATION OF
STAKEHOLDERS
__________xJr,__________
2. ASCERTAIN INT& EXT 
STAKEHOLDER CONCERNS
a
3. ANALYSIS AND EVALUATION
~ ~ ~ T T ------------------
4 . ADDRESS & FEEDBACK ISSU ES 
IN TO  COMPANY
To apply the definition of a stakeholder (as outlined in section 2.2), it is necessary to 
look at how the organisation sits in society, the industry as a whole and how 
business is conducted.
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'No firm exists in a vacuum [and] every industrial activity is linked to thousands 
of other transactions and activities and to their environmental impacts' 
(Graedel et al, 1995, pd).
Nokia employs over 50,000 individuals who on a daily basis interact with a variety of 
individuals from professional, academic, research and technology organisations and 
associations. The organisation receives materials, components, products and 
services from a host of suppliers and manufacturers, which are then assembled and 
the finished product is distributed to the trade customers and then finally to the end 
user. Stakeholder groups can be located both up and down the supply chain.
By looking at the organisation up and down the supply chain it is possible to identify 
many different stakeholders, all of whom interact with, affect or are affected by 
Nokia at various stages, by various mechanisms and to varying degrees. On review, 
seventeen different stakeholder categories groups have been identified and are 
illustrated in Figure 5.
Figure 5. Nokia Stakeholders (Progress Report 1)
Future gen./ \  ( Employees 
Bioshpere J \ Competitors
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These stakeholders have been broadly separated into three main categories: 
internal, external or surrogate. Internal stakeholders include those people who are 
employed and work within Nokia. External includes all those stakeholders outside of 
the organisation but who do not fall under the surrogate classification. Surrogates 
include all those groups which have been acknowledged yet cannot be represented 
or whose effect or influence is negligible. A more complete description of each 
stakeholder group can be found in Progress Report 1.
For this study it was decided to assess the needs of as many of the stakeholder 
groups as possible.
2.7 Stage 2, Phase I: Ascertain Stakeholder Concerns -  An In terna l 
Study
The second stage of the Stakeholder Consultation process is illustrated in Figure 6.
Figure 6. Stage 2 of stakeholder consultation: Ascertain Internal & External Stakeholder 
concerns
1. IDENTIFICATION OF 
STAKEHOLDERS
2. ASCERTAIN INT& EXT 
STAKEHOLDER CONCERNS
3. ANALYSIS AND EVALUATION
4 . ADDRESS & FEEDBACK ISSUES 
INTO COMPANY
To genuinely identify and gain a better understanding into the environmental 
concerns of Nokia employees, it was decided to carry out a pilot social research
265
E ngineering D octora te A b i Oxley Green
study within Nokia UK, specifically within the Nokia Mobile Phones (NMP) business 
division.
Pilot Study Aims
The aim of the pilot study is to find out about the environmental concerns of 
Nokia stakeholders. The study aims to address the following issues:
• What environmental issues do employees associate with Nokia and what are 
their views on these issues?
• What environmental issues do employees associate with their own work within 
Nokia and what are the views on these issues?
• How do employees see environmental issues alongside other with business 
issues? Who or what do employees feel motivates Nokia on environmental 
issues?
• Do employees believe that Nokia cares for the environment and for what 
reasons?
• What issues do people feel Nokia could or should be addressing?
Which social research method?
Choosing the right technique to match the objectives of the research is crucial. 
Upon evaluating the various methods available, focus groups were selected as the 
key investigative tool for the following reasons:
Focus groups provide access to a large number of views in a short time. As a 
technique, they are good at finding about what people think and why they think so 
(Morgan, 1988) and also for investigating complex behaviour and motivations 
(Morgan, 1993). Focus groups enable participants to discuss issues and respond to 
questions in their own terms. This is important because the aim of the research is to 
listen to what people have to say -  not to influence them to provide some desired 
response. Also, this provides a clear view of how 'others' (non-environmental 
specialists) think and talk about environmental issues. The group atmosphere 
provided within focus groups can encourage participants into an interactive 
discussion about a topic that they perhaps haven't really thought about in detail 
before hand (Krueger, 1994), which may be of particular use for this study. On top 
of this, focus groups provide an insight into areas of agreement and disagreement 
within the group.
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In this study, the primary aim of each focus group is to discuss the research 
questions raised above. As a part of a consultative method of participation, this 
study enables people to discuss their viewpoints and perspectives towards certain 
issues i.e. Nokia environmental issues. The aim is not to educate the participants, 
raise awareness or to elicit that information which would be of most practical use to 
Nokia. If people are informed through the process, as may happen, then this is a 
useful by-product of the process only.
Pilot Study methodology
To address the research questions, a series of 7 focus groups have been carried 
out, involving 30 employees. One further focus group is still outstanding and should 
be completed within the next few months. The research focused upon several 
different departments and functions within the company and participants were 
sampled accordingly from within those functions. Participants were randomly 
selected in all but two cases and participated on a voluntary basis. Employees were 
recruited from the following departments and functions:
• After Market Services
• Design
• Engineering
• Environment
• Facilities
• Human Resources
• Marketing, Research
• Operation, Logistics & Sourcing
• Senior Management
Some functions were so small that the participants would have been identifiable. In 
order to ensure participant anonymity it was therefore sometimes necessary to 
combine two or more functions in one group. Each group was conducted on site, 
facilitated by the RE and lasted 1 1A hrs. The sessions were recorded onto 
audiocassettes, the tapes then transcribed and the data was then imported into 
WinMax Qualitative Data Analysis software package in preparation for the next 
stage in the process, the Analysis and Evaluation. (A more detailed description of 
this pilot study can be found in Progress Report 3)
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3. COMPLETION OF PROJECT
3.1 Introduction
My research throughout this EngD programme has been to develop and carry out a 
stakeholder participation process for NMP and as a result, identify for other similar 
companies how stakeholder participation could be implemented and how useful a 
process (or not) it proves to be. Stakeholder participation is not a 'one-size fits all' 
process. As outlined in section 2.4 there are varying degrees or levels of 
participation, which require varying degrees of commitment, expertise and 
resources and as a result have distinct advantages and disadvantage and bring 
about different outcomes. There is a need to tailor the participation process to the 
situation in hand, to company culture and to existing processes. However in order to 
do this and to develop a more systematic approach, it is necessary to gain further 
information and practical experience.
The progress that the research has made so far in the Stakeholder Consultation 
process is illustrated schematically in Figure 7 below. The analysis and evaluation 
of the internal focus groups has been started but is not yet complete.
Figure 7. Progress in the Stakeholder Consultation Process
3: Analysis & 
Evaluation
2: Ascertain 
Stakeholder 
Concerns
4:Address & 
Feedback into 
DM processes
1 : Identification 
o f Stakeholders
INTERNAL
STAKEHOLDERS
EXTERNAL
STAKEHOLDERS
Key: ’ " ^  Progress to date (Section 2)  i-: ' Remaining work (Section 3)
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The main focus of the work over the next two years, will be to continue to carry out 
and develop the stakeholder consultation process. The main steps are:
• To elicit the concerns of Nokia external stakeholders, by setting up an external
study using focus group sessions as the main research method (Stage 2, phase
II). See Section 3.1
• To analyse and evaluate the data from both the internal and external study, in
order to communicate this information back to the company (Stage 3). See
Section 3.2
• To feedback the information from stage 3 into the DM process and address the 
issues, whilst proposing recommended actions (Stage 4). See Section 3.3
The research aims to investigate the steps necessary to feedback the information 
from the study, into the appropriate areas of the company in a systematic manner. 
To develop and refine this process, I aim to track how the information is 
disseminated and also gain feedback from those involved.
3.2 Stage 2, Phase II: Ascertain Stakeholder Concerns -  An External 
Study
The next 6 months have been allocated to organising an external study to find out 
about the concerns of Nokia's external stakeholders within the UK. This is in order 
to complete Stage-2 .of the stakeholder consultation process as illustrated in Figure
8. As in the internal study, the external stakeholder groups will have to be identified. 
Proposals will need to be drawn up and approved and participants selected and 
recruited. It is proposed that an external agency be brought in to assist in the 
external stakeholder study; for example they may recruit the focus group 
participants, facilitate the actual focus groups or assist in the data analysis. The 
extent of their involvement will depend upon which stakeholders are involved in the 
focus group session, the number of focus groups to be carried out and the 
availability of resources. Whilst the RE will continue to facilitate the process as a 
whole, any direct involvement of the RE within the actual focus groups should cease 
by the end of Q2 of 2002 and any focus groups carried out after this will have to be 
conducted through an external agency. However, analysis and interpretation of the 
focus groups transcripts will be carried out into the second half of 2002. This is
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considered to be acceptable, as the experience of facilitating focus groups will 
already have been gained.
Figure 8. Stage 2 of stakeholder consultation: Ascertain Internal & External Stakeholder 
concerns
1. IDENTIFICATION OF
STAKEHOLDERS
___________ Ü ___________
2. ASCERTAIN INT& EXT 
STAKEHOLDER CONCERNS
 ___________
3. ANALYSIS AND EVALUATION
 &
4. ADDRESS & FEEDBACK ISSUES 
INTO COMPANY
It will be important to carry out any background research such as reading company 
environmental reports and research previous studies in preparation for the external 
study, as it is expected that the environmental concerns and priorities of Nokia's 
external stakeholders may differ from those of internal stakeholders
3.2.1 Stakeholder consultation as a process
Stakeholder Consultation is ongoing and people need to be kept informed. This was 
important for the internal study and is equally important for the external study. The 
process of feedback will, however, need extra consideration for external groups.
It is suggested that the results from the study should be presented in a published 
report and distributed to all participants. To provide additional feedback from Nokia
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and possibly to provide a forum for further comments from Nokia stakeholders, it is 
proposed that an interactive website should be considered. This would provide 
Nokia with continual feedback from the study. However it is important to be aware 
that not everyone has access to the internet and that some groups may be more 
inclined to use such forums than others.
3.2.2 ACTIONS
1. Identify relevant external stakeholder groups for the UK study. Investigate 
combining different stakeholders groups together to determine scale of study.
2. Obtain quotations from external agencies for carrying out an external 
stakeholder study using focus groups as the research method. Evaluate 
quotations and propose best option. Determine whether the external agency will 
be employed to carry out the whole study or only part of the study.
3. Organise and set up an external stakeholder study. Draw up proposals and 
project plan. Identify and obtain approval from appropriate Nokia contacts. 
Determine information sources to develop sampling frame and decide upon 
participant sampling method. Obtain agreement and resources for external 
agency involvement.
4. Carry out and manage focus group sessions accordingly. This will depend 
on extent of involvement for external agency. Participants will be recruited and 
focus group session carried out accordingly.
5. Transcribe audiocassettes in order to import data for analysis and evaluation.
6. Develop and set-up an appropriate feedback forum. Prepare and publish 
study results and derived outcomes into a publicly available report. Establish 
feasibility of interactive website and develop accordingly.
3.3 Stage 3: Analysis & Evaluation of Stakeholder Concerns
Having completed the focus group sessions the next stage is the analysis and 
evaluation of the material, as highlighted in Figure 9. Having carried out Stage 2 in 
two phases, the analysis and evaluation of the internal study will be initiated before 
that of the external study. It is proposed that a similar approach will be taken for the 
internal and external study data, for consistency. Also, the lessons learned from 
analysing the internal study data will be used to help improve and speed up the 
analysis and evaluation of the external study data.
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Figure 9. Stage 3 of stakeholder consultation: Analysis and Evaluation of Stakeholder
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4. ADDRESS & FEEDBACK ISSUES 
INTO COMPANY
concerns
From the work that has been conducted so far, the internal study indicates how 
employees feel about environmental issues within Nokia, what they feel Nokia could 
or should be addressing and whether they feel Nokia really cares for the 
environment. The material also highlights attitudes towards environmental issues, 
indicates what responsibility employees feel and also, what they can, can't, or won't 
do to help implement change for improvement. The research will also go on to 
investigate any commonalities within and between groups and also where 
stakeholder priorities may be in conflict. The results from the focus groups will be 
presented in a report and the research will then go on to propose recommendations 
for actions. From the material gathered so far, it is likely that the actions will fall into 
two main categories: short term and long term.
• Short term refers to those actions, which should be considered, or information 
that will be useful in the short term. Some of these issues may be actions, which 
are both simple and quick to address; they may have a relatively low impact on 
the environment but their implications on environmental issues for Nokia may be 
much greater. Other issues may not necessarily be so easy to address but
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ignoring these issues may have serious implications for Nokia. An account of 
stakeholder attitudes towards environmental issues would also be useful in the 
short term for improving the communication of environmental issues within and 
outside of Nokia.
• Long term refers to those actions which should be considered or information that 
will be useful in the longer term. The actions may be difficult to implement and 
require substantial amounts of work. The issues may simply be low priority, or 
they may just not be relevant now but recognised as important to consider in the 
long term. From the focus group information, a list of environmental priorities will 
be developed for each stakeholder group. The research will also highlight 
possible emerging trends and issues. Whereas these priorities may not drive 
immediate actions, they are important to help prioritise environmental issues and 
to help direct environmental activities in the long term.
The information from the study will enable recommendations to be made about 
which issues need addressing and/or how the information can be used. However it 
is likely that those people who will subsequently be responsible for meeting the 
actions should also be involved in developing the recommendations into actions and 
initiatives. This issue is discussed further in section 3.4.
Presenting the information from the study in a useable and manageable form is 
important to ensure that the results including the lessons learned can easily be 
read, understood and applied in the future. The analysis of the study will be 
prepared into a stand alone document.
3.3.1 ACTIONS
1. Import all transcriptions of focus group sessions into WinMax '98 software 
package for analysis
2. Decide on categories and code. Categories will be proposed in line with topic 
guide key questions and the text within the transcripts assigned codes according 
to the categories. As an iterative process, ensure categories are developed 
accordingly, identifying and accounting for any other useful information.
3. Document analysis of results, develop and propose recommendations for 
action for the short and long term in draft document
4. Finalise report and review recommendations through steering group for 
report distribution
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3.4 Stage 4: Feedback of the results into the organisation
Having analysed and evaluated the stakeholder concerns, the next focus of the 
research will be to investigate how this information can and should be implemented 
back into the organisation. This is represented by stage 4 in Figure 10 below.
Figure 10. Stage 4 of stakeholder consultation: Address and Feedback issues into the 
organisation
1. IDENTIFICATION OF 
STAKEHOLDERS
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INTO COMPANY
In order to do this in a clear and systematic way, the research aims to investigate:
• Which parts of Nokia should receive the results from the study and why;
• Who within these parts of the organisation should receive the information and 
why;
• How should the information be presented to these contacts and when;
• How should actions from the study be developed and what are the factors that 
determine whether these actions are met.
However the form this will take is not yet known.
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3.4.1 ACTIONS
1 Assess which parts of the organisation would benefit or would find the 
information from the study useful.
2 Assess who should receive the information within the organisation and for 
what reasons
3 Determine how the information from the study would be most effectively 
communicated and the reasons why.
4 Investigate how actions should be developed and investigate the reasons 
why they are or are not met. It will be important to get commitment from the 
contact to provide feedback to the RE in order to track how the information is 
used. Interviews will also be conducted to assess what has been useful, what 
hasn't and what improvements does the contact suggest.
3.5 Evaluating the Stakeholder Consultation process
At this stage, the research will review the whole stakeholder consultation process. 
Has it been successful in meeting the aims and objectives set out in the project? 
Does it work as a case study for Nokia? What are the advantages and 
disadvantages of carrying out the process and is it seen as an overall benefit? This 
may require one-to one interviews with people within the company who have been 
involved in the study.
This research will then go on to evaluate the methodology of the process itself. 
Does the process include the right stages or are there any missing? From the 
experience gained from implementing the process in practise, what improvements 
should or could be made and what are the limitations? The research will also 
assess whether the process is suitable for other organisations, which may or may 
not be similar to Nokia.
3.5.1 ACTIONS
1 Assess the overall benefits of carrying out a stakeholder participation process 
and specifically this stakeholder consultation project. Also evaluate lessons 
learned, suggest further improvements and suggest what the next practical step 
for Nokia may be.
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3.6 Continuation of Research
Nokia is relatively new to this form of stakeholder participation and this project 
provides a current 'snap-shot' of the present situation and a case study which will 
test what works and what does not. However, like most issues, stakeholder 
perspectives will change and develop with time. It is therefore suggested that in 
order to keep in touch with societal expectations it will be necessary to continue the 
process of participation and even consider the feasibility of moving to a more 
decisional form of participation. This study aims to provide a baseline of information 
and the experience gained means that any subsequent studies will be far more 
refined and focussed and as a result, will be far easier and quicker to carry out. 
Future studies of this type however will require further resources, time and 
commitment.
An opportunity has come up, to carry out further research in collaboration with the 
Corporate Social Responsibility Group at Nokia. In this case the scope of the study 
could be expanded to include both social and environmental issues. However this is 
still in the early stages of development.
3.7 Project Plan & Gantt Chart
The research tasks to complete the project are collected into a Project Plan and can 
be found in Appendix 1. The tasks are also illustrated along with projected time 
schedules in a Gantt Chart, which can be found in Appendix 2.
3.8 Contribution to the Environment
Sustainable development involves making decisions which consider the 
environmental and social implications alongside technical and economic issues. To 
find solutions that consider all these aspects, it is important to take into account the 
views and concerns of stakeholders. Stakeholder participation provides a means of 
assessing the needs and concerns of stakeholders and incorporating them into 
company processes, so that they can be taken into account in decision making.
This project focuses specifically on stakeholder views towards environmental 
issues. Gaining a better understanding of what Nokia stakeholders see as 
environmental problems, will highlight useful information towards those
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environmental issues that need to addressed both in the short and long term. This 
information will also help Nokia to prioritise important environmental issues. Finding 
out more about why stakeholders feel certain issues are environmental problems, or 
areas for concern will provide useful information which will help the application of 
environmental technology within the company processes. This will help 
environmental issues to be addressed more systematically, to enable more 
environmental improvements. Being aware of emerging issues will also put Nokia is 
a better position to prepare and take a more proactive approach towards future 
environmental issues.
3.9 Contribution to Knowledge
This project will develop and carry out a stakeholder participation process for Nokia. 
This process will assess Nokia's stakeholders' concerns towards environmental 
issues and will enable this information to be incorporated back into the company in 
a more systematic manner, to ensure more informed environmental decision 
making. In developing and then carrying out this stakeholder participation process 
within Nokia, the specific contributions to knowledge will be:
• Developing an open and inclusive method for companies to identify their 
stakeholders and enable them to decide who to involve in the stakeholder work, 
through understanding the issues involved in the identification, categorisation 
and prioritisation of stakeholders.
• Applying focus groups to elicit the nature of and gaining a better understanding 
towards the environmental concerns and perspectives of Nokia stakeholder 
groups
• Testing the use of focus groups as an investigative tool in stakeholder 
participation research through investigating their suitability as a technique and 
also, their limitations.
• Testing how stakeholder issues can be successfully incorporated into company 
processes in a clear and systematic manner by identifying what are the 
influencing factors for a successful integration.
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• Applying a stakeholder participation process in practise, using Nokia as a case
study, to demonstrate how information on stakeholder concerns can be used to
direct environmental activities within a company
• Learning about the 'best practical process' to implement stakeholder
participation, by highlighting the implications, advantages and disadvantages 
and also, suggesting areas of process improvements.
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Appendix 1 : Project Plan
Stage 2. Phase II: Ascertain Stakeholder Concerns -  An External Stakeholder 
Study
1. Identify relevant external stakeholder groups for the UK study. Investigate 
combining different stakeholders groups together to determine scale of study.
2. Obtain quotes from external agencies for carrying out an external stakeholder study 
using focus groups as the research method. Evaluate quotes and propose best option. 
Determine whether the external agency will be employed to carry out the whole study or 
only part of the study.
3. Organise and set up an external stakeholder study. Draw up proposals and project 
plan. Identify and obtain approval from appropriate Nokia contacts. Determine 
information sources to develop sampling frame and decide upon participant sampling 
method. Obtain agreement and resources for external agency involvement.
4. Carry out and manage focus group sessions accordingly. This will depend on extent 
of involvement for external agency. Participants will be recruited and focus group 
session carried out accordingly.
5. Transcribe audiocassettes in order to import data for analysis and evaluation.
6. Develop and set-up an appropriate feedback forum. Prepare and publish study 
results and derived outcomes into a publicly available report. Establish feasibility of 
interactive website and develop accordingly.
Stage 3: Analysis & Evaluation
7. Import all transcriptions of focus group sessions into WinMax '98 software package for 
analysis
8. Decide on categories and code. Categories will be proposed in line with topic guide 
key questions and the text within the transcripts assigned codes according to the 
categories. As an iterative process, ensure categories are developed accordingly, 
identifying and accounting for any other useful information.
9. Document analysis of results, develop and propose recommendations for action 
for the short and long term in draft document
10. Finalise report and review recommendations through steering group for report 
distribution
Stage 4: Feedback of the results into the organisation
11. Assess which parts of the organisation would benefit or would find the information 
from the study useful.
12. Assess who should receive the information within the organisation and for what reasons
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13. Determine how the information from the study would be most effectively 
communicated and the reasons why.
14. Investigate how actions should be developed and investigate the reasons why they 
are or are not met. It will be important to get commitment from the contact to provide 
feedback to the RE in order to track how the information is used. Interviews will 
also be conducted to assess what has been useful, what hasn't and what 
improvements does the contact suggest.
Evaluate Stakeholder Participation Process
15. Assess the overall benefits of carrying out a stakeholder participation process and 
specifically this stakeholder consultation project.
16. Evaluate lessons learned, identify advantages and disadvantages and suggest 
further improvements.
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Appendix 3: Proposed Journal Papers
The Research Engineer is currently writing two Journal Papers together with fellow 
RE Lynsey Clarke from Unilever. The intended journal for publication in both cases 
is the Journal of Industrial Ecology.
Paper 1) Part 1: Using Stakeholder participation in Product Development
Draft Abstract: Owing to the increasing need for more open and socially and 
ethically accountable organisations, 'stakeholder participation' is becoming 
recognised as increasingly important. However there still remains much uncertainty 
behind how to identify stakeholder groups and what exactly is 'stakeholder 
participation'. This paper proposes a simple process on how to identify and prioritise 
stakeholders groups. Reviewing the 'typology of participation' a stakeholder 
participation process is proposed as to how companies can involve stakeholder 
perspectives in decision-making processes. Stakeholder participation provides 
multiple perspectives, helps facilitate social acceptance of decisions and activities 
and brings decision-making in line with sustainable development. By incorporating 
stakeholder environmental concerns within product development, decisions will be 
more environmentally conscious and will also be more socially acceptable. It is 
therefore likely that a more sustainable product will be delivered to the market as a 
result.
Paper 2) Part 2: A methodology for Stakeholder Participation in Decision 
Making in Product Development
Draft Abstract: To implement stakeholder environmental issues into the decision 
making in product development this paper proposes a four-stage stakeholder 
consultation process. Stage 1 seeks to identify the relevant stakeholders. Stage 2 
elicits the nature of the stakeholder concerns. Stage 3 then analyses and evaluates 
this information which is then fed back into the company in Stage 4, to the product 
development process. This paper outlines the methodology and guidelines for 
implementing such a process into a product development.
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Conference Papers, Journal Papers and Articles
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CONNECTING PEOPLE TO PRODUCT DEVELOPMENT
A. Oxley G reen(I&2), L. W right(1), R. C lift<2)
1. Nokia UK Ltd., Ashwood House, Pembroke Broadway, Camberley, Surrey GU15 
3XD
2. Centre for Environmental Strategy, University of Surrey, Guildford, GU2 5XH 
Abstract
Many companies in the electrical and electronics industry now recognise the need 
to implement environmental thinking into the design of their products. However, 
once the more obvious environmental improvements in design have been made, it 
is important to gauge stakeholder opinions to direct future environmental 
activities. Stakeholder involvement provides a means of interpreting and 
prioritising environmental issues, which is important if organisations are to 
operate in a manner that is socially and environmentally acceptable.
Stakeholder consultation can be used to facilitate public acceptance and to help 
ensure that decision making contributes to sustainable development. Yet, despite 
these benefits, analysis of these stakeholder opinions is still relatively a new 
technique and understanding what defines the stakeholders and their concerns and 
influence is not a straightforward process. This paper suggests an approach to 
stakeholder consultation, and discusses how to define a stakeholder as "... those 
who are affected by or can affect an organisation's operation". The paper considers 
who the stakeholder might include for a mobile phone company, specifically 
Nokia, and suggests a possible approach of how the groups could be evaluated. 
The key factor, highlighted in this paper is that although 'how' one stakeholder 
affects another can have certain characteristics, evaluating the relative influence of 
each stakeholder or attempts to categorise the 'effects' themselves is subject to 
much subjectivity.
Keywords: definition of a stakeholder, stakeholder consultation, core-extended 
system, modified life-cycle approach.
Introduction
Stakeholder consultation is a technique used already, in particular by market 
researchers, to determine consumer preferences and feedback for product innovation. 
However, at a time when environmental and social issues are gathering more publicity 
and prominence and sustainable development is a desirable goal, stakeholder 
consultation could potentially provide far more benefits. The technique can provide
289
Engineering Doctorate Abi Oxley Green
decision-makers as a whole (not just executives) with multiple perspectives or a means 
to reconcile controversial or just potentially difficult issues. In accordance with 
sustainability, stakeholder consultation can also be used to facilitate public acceptance 
and ensure sustainable decision making. In fact, experiences to date have illustrated that 
the priorities and strategies emerging from stakeholder dialogues turn out to be "...better 
rooted in emerging realities, more credible with all stakeholders, and, as a result, more 
robust" (Elkington, 1997).
Many companies in the electrical and electronics industry now recognise the need to 
implement environmental thinking into the design of their products. Tools such as Life 
Cycle Analysis (LCA) can be used to identify the ecological impacts of a process or 
product through its whole life cycle. However once the ecological impacts have been 
identified, how these results are interpreted and prioritised are often subject to much 
controversy. Stakeholder opinions can potentially provide an integral part of interpreting 
and prioritising these environmental issues.
This paper discusses an approach to stakeholder consultation; commenting upon how to 
define and identify stakeholders, how to ascertain stakeholder concerns and suggests an 
approach to evaluating the stakeholder groups. The ultimate objective of the research is 
to integrate stakeholder concerns into the decision making process to help direct future 
environmental activities.
What is stakeholder consultation?
Stakeholder consultation is a four-stage process illustrated schematically in Figure 1. 
The first stage is the process of identifying the stakeholders. Whereas this may appear 
straightforward, this step is paramount to the integrity of the analysis, which is 
inherently based upon openness and inclusiveness. The second step of the process is to 
ascertain the concerns and priorities of the stakeholders; section 4 below, suggests that 
to genuinely engage both internal and external stakeholders a form of social research is 
required. The third step involves the analysis and evaluation, which is necessary to 
facilitate the fourth step of the process where the stakeholder concerns are addressed and 
fed back into the company and decision-making process, accordingly.
STEP 1: Identification of stakeholders
3.1 What is a ’stakeholder'?
Broadly speaking a stakeholder is 'anyone who is affected or has an interest in the 
project/decision/operation/organisation' (Elkington, 1997, p397; RCEP, 1998; IBM 
report, 1995; ODA, 1995, p2) and although most stakeholder definitions are worded 
slightly differently, each is assembled around this core statement. Most if not all 
stakeholder definitions use the terms 'affect, effect, influence or interest' yet no
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definition has gone so far as to define what 'an effect' is or what constitutes 'an interest' 
or 'influence'. We can accept that 'an effect' can be a two way process, that is, there are 
the groups who the organisation/project can affect and then there are the groups who can 
affect the organisation. An effect can be good or bad and one could argue that even if 
the effect or influence is not direct (i.e. it occurs via intermediates), the source of that 
effect or the 'affector' is still a stakeholder. What we consider to be an effect and how far 
we extend the line of responsibility could potentially affect the results of stakeholder 
analyses and hence intergenerational equity1. However, with the current stakeholder 
definitions, there still remains the issue of what actually constitutes an effect or an 
influence and how can it be identified.
Figure 1. The four steps o f Stakeholder consultation
1. IDENTIFICATION 
OF STAKEHOLDERS
3. ANALYSIS AND 
EVALUATION
2. ASCERTAIN 
STAKEHOLDER CONCERNS
4. ADDRESS & FEEDBACK 
ISSUES INTO DM PROCESS
An 'influence' or an 'effect' can on the one hand be demonstrated materially and 
therefore be measurable or it may occur on an emotional level and therefore be 
somewhat intangible. If an effect is not necessarily visible to the human eye or 
measurable, how do we make comparisons? Another complication arises when we 
consider lag times; for example the effect of an action of today may not be instantaneous 
and may take quite a while before it becomes evident.
Renn2 (1998) proposes that stakeholders include those whom the organisation classifies 
as being affected and, allows those who perceive themselves as being affected to be 
included as well. Although this approach can be seen as ethically correct, practically it
1 Intergenerational equity meaning the duties and rights that exist between generations, prior and 
subsequent. Adapted from Welford (1997).
2 Renn et al, (1998, p259) defines stakeholders as "Socially organised groups that are or perceive 
themselves as being affected by the decision"
291
Engineering Doctorate Abi Oxley Green
might be very difficult to implement. If the statement is to be practically applied by an 
organisation and used to distinguish between those who are and are not relevant, then it 
is important to clarify all concepts and provide a concrete definition. However, 
validating the terms and providing a clear definition sets boundaries and does gives rise 
to the possibility of exclusion of groups. On the other hand an open definition sets no 
boundaries but is plagued with the troubles of vagueness and subjectivity. We find 
ourselves in a catch 22, a dilemma which is also inferred by the use of 'legitimate' in 
Cowell et al3 (1997) and the WBCSD4 (1999) definitions.
So as not to exclude any individuals or group of individuals or set any boundaries, for 
the time being stakeholders will be defined simply as,
"... those who are affected by or can affect an organisation's operation".
In this definition an effect may be good or bad, it may be direct or indirect. It may also 
be either on physical or mental level. Although essentially this definition may have 
included every single being in the world, where we draw the line should be an issue of 
practicality and not bounded by a definition.
3.2 The identification process
Today, business operates in a more complex and regulated world, meaning that 
companies perhaps have far more stakeholders now than in years gone by. Traditional 
and more obvious stakeholders might include shareholders, insurers, legislators, 
customers and possibly employees. To identify these perhaps less obvious interest 
groups, requires one to look at how an organisation sits in society (see Figure 2), 
industry as a whole and how business is conducted.
On a daily basis Nokia employees interact with a variety of individuals from 
professional, academic, research and technology organisations and associations. The 
organisation receives materials, components, products and services from a host of 
suppliers and manufacturers, which are then assembled and the finished product is 
distributed to the trade customers and then finally to the end user in the street. With an 
increasing shift towards life cycle thinking, demonstrated by forthcoming legislation and 
concepts such as producer responsibility and supply chain management, organisations 
are beginning to expand their focus beyond site specific issues. Stakeholder groups can 
be located both up and down the supply chain.
3 Cowell et al (1997) defines stakeholders as "Someone with a legitimate interest in the decision". 
Legitimacy defined by other stakeholders, so that the process of stakeholder identification is reflexive and 
inclusive.
4 The WBCSD (1999) defines stakeholders as "Those affected by, or with a legitimate interest in the 
decision"
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Figure 2. No firm exists in a vacuum5. Diagram adapted from Cowell (2000)
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3.3 Nokia Stakeholders
On review of Nokia, seventeen different stakeholder category groups have been 
identified6. The most distinct stakeholders groups identified are illustrated in Figure 3. 
Each stakeholder has a unique interaction with Nokia. Each relationship is dynamic and 
may vary considerably with time. In a stakeholder analysis, having identified the 
stakeholders groups, it is often useful to sort the groups under various adjective titles 
such as primary, secondary, borrowing, key, external, active and passive, but to a large 
extent, some of these differences are semantic (Mac Arthur, 1997).
Owing to the lack of clear distinction between the various groupings and the subjectivity 
involved in attributing concerns to stakeholders, Nokia stakeholders have been broadly 
separated into three main categories: internal, external or surrogate, as illustrated in 
Table 1. Internal stakeholders include those people who are employed and work within 
Nokia. External includes all those stakeholders outside of the Nokia organisation, who 
are have been identified and included but who do not fall under the surrogate 
classification. Surrogates include all those groups which have been acknowledged yet 
cannot be represented or whose effect or influence on is negligible.
5 Title adapted from 'No firm exists in a vacuum [and] every industrial activity is linked to thousands o f  
other transactions and activities and to their environmental impacts' (Graedel et al, 1995, p8)
6 Owing to the nature o f what defines a stakeholder and so as not to set any boundaries it must be noted 
that the list o f groups identified here may be subject to revision.
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Figure 3. Nokia Stakeholders
Trade
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GroupsNOKIA
'Legislators & 
governmental 
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Trade
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Suppliers & 
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Table 1. Stakeholder categories and groups
Category Stakeholder group
Internal stakeholders Employees
External stakeholders
Competitors
Consumers
Contract & joint venture manufacturers 
Environmental groups 
Local communities
Legislators & governmental organisations 
Media groups
Professional and academic organisations 
Shareholders, lenders & insurers 
Suppliers & supply partners 
Trade associations 
Trade customers
Surrogate stakeholders Biosphere, future generations, industry, unions
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This paper proposes that stakeholder dialogue can help direct future environmental 
activities; however it is highlighted that all stakeholder groups need to be considered in 
the analysis. Inclusiveness is a key element of this approach, as is the need for honesty 
and transparency. Even though it may not be physically possible to consult every 
stakeholder, as illustrated by the example of the Biosphere, it is vital that the group(s) 
still be acknowledged.
For those stakeholder groups who can be represented and considering all other 
practicalities such as resources and time constraints, the second step of the process is to 
investigate, learn and attend to the stakeholder concerns and views towards 
environmental issues.
STEP 2: Ascertain stakeholder concerns
General enquiries and questionnaires may provide an indication of stakeholder concerns 
but to genuinely engage both internal and external stakeholders into expressing their 
opinions, a form of social research would be essential. Secondary analysis, surveys, 
interviews and focus groups are but some of the social research methods available. Each 
method of research has its own merits and inadequacies, which should be carefully 
examined when assessing the suitability of a method and bearing in mind the required 
outcome.
Stakeholder consultation will not only enable each group to express and share their 
environmental concerns but may also bring forth issues which arise from their own 
perspectives, which would not otherwise be anticipated. Naturally these issues will be 
based on what the stakeholder feels is important to them and what they feel Nokia 
should focus upon. The extent to which the environment, technical, economic and social 
factors will impinge upon these preferences, is inherently dependent upon the 
stakeholder group and how they are interrelated with Nokia. It is expected that the 
concerns and priorities of each interest group will vary considerably and having 
ascertained the environmental concerns of the stakeholders it is important to recognise 
the value that each stakeholder consultation presents.
As it would be impossible to respond to all issues with equal priority however, it is 
proposed in this approach that how we begin to evaluate and use these opinions should 
depend upon how the group influences and affects the company. This taxonomic 
approach proposes that we evaluate the stakeholders according to how they are affected 
or how they can influence and at what stage within the business; using a 'core-extended 
system' and a 'modified life cycle' approach. The methodology of this analysis forms the 
focus of the following Section.
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STEP 3: Analysis & evaluation
5.1 Modified Life-Cycle Approach
Life cycle thinking has played a crucial role in the challenge to adopt and implement 
environmentally sound principles and in the transition towards sustainable development. 
Instead of focusing on the immediate business, life cycle thinking encourages industry 
to consider where raw materials are coming from and how the products are disposed of. 
Conventionally the life cycle approach is used to identify the resource usages and 
environmental emissions associated with making a product: the material inputs and 
outputs from each stage of the life cycle can be evaluated and the highest environmental 
burdens located. However, this report suggests how the life-cycle approach may be 
adapted for the purpose of this stakeholder analysis.
Understanding and visualising the interactions between any company and the 
stakeholders is a very complicated process. With regards to environmental issues, it is 
proposed that there are five distinct stages within the Design and Manufacture life cycle 
of a mobile phone. These more or less sequential stages have been illustrated in Figure 4 
and are identified as Supply, Design, Manufacture/Assembly, Use and End-of-Life (EoL). 
The rectangular boxes represent material transformation which require resource inputs 
whilst the oval stages are essentially non-material.
Figure 4: A modified life-cycle approach for stakeholders
Design I M
toiSupply
The Supply stage represents Nokia's supply line, which is concerned with all the 
material products and services that are supplied to Nokia to enable the production of a 
mobile communicator. Following the supply stage is the design or product creation 
stage. Strictly speaking, the Design stage is related to every material aspect of the 
system and on a temporal scale may actually be initiated before the supply stage. 
However, in this illustrative representation of the 'life cycle' the Design stage is 
positioned between the Supply and Manufacture stages. The Design stage itself includes 
all those activities involved in taking a Nokia product or service from its point of 
conceptualisation to where it is ready for manufacture. This is essentially where all the 
aspects of the product are determined including its environmental impact. Following the 
Design stage is the Manufacture/ Assembly stage. This stage is where the material 
components are assembled and the mobile communicators manufactured into their 
finished form. From here, the products are then distributed to the consumer for their Use
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stage and eventually, having served their purpose they are disposed of, recycled or 
reused; the EoL stage.
Instead of the conventional life cycle approach, this approach will be used to categorise 
the stakeholders according to how they are affected or how they can influence each 
stage., For example local communities will be affected totally differently in the 
manufacturing and assembly stage than at the use stage. Looking at how the 
stakeholders are affected at each stage and how the stakeholders themselves can 
influence the different stages of the life cycle provides a far more practical approach 
than looking at the organisation as a whole. However, while looking at which stage is 
under influence, this paper also proposes that the stakeholders could be categorised 
within each stage using a core-extended system approach.
5.2 Core-extended (Foreground-Background) systems
The foreground-background or core-extended system approach is particularly used when 
studying systems such as the management of waste or end-of-life recycling options. 
Traditionally, the application of 'Foreground' and 'Background systems' was introduced 
for Life Cycle Analysis, where the Foreground (Core) System is essentially the group of 
processes and operations of key interest in the study and is typically described by 
primary data. On the other hand the background (extended) processes are always 
represented by industry-average data. The 'core and extended system' used in this 
stakeholder analysis approach uses only the concept of a core group of key interest and 
otherwise differs quite significantly from the usual LCA application. In order to 
distinguish between those stakeholders of 'key interest' or 'key concern' there must be a 
basis upon which this categorisation is founded.
5.3 The issues o f characterisation
To distinguish those stakeholders of'key interest' it is be useful to make a categorisation 
according to a particular characteristic of the effect (or influence) that one group has on 
the other. However as illustrated in section 3, how we define what constitutes an effect 
or influence is not straightforward. The problem lies in; how do we avoid placing our 
own perceptions when deciding on whether we should consider one stakeholder as 
above/more important than another? How can we assess whether one stakeholder has 
more (can have more) effect than another? What is the basis of this hierarchy and is it 
(ethically) possible to rank non-comparable aspects (such as effects)?
It is inherent that every person's perception is dependent upon his or her own values and 
experiences. So, how we classify stakeholders into the core or extended system and how 
we further use this approach to help direct environmental issues means that it must be 
based upon a process which has minimal bias with regards to people's perceptions and 
which is also ethically sound.
5.4 The characteristics o f ’affects’ (spelling intended)
The nature of an 'effect' and complexity of the relationship between two stakeholder 
groups means that each situation is unique. Rather than focusing on the effects
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themselves, this approach suggests that the means by which or the way in which one 
stakeholder affects another, can have certain characteristics. Four of these characteristics 
are proposed as: Direction, Frequency, Power and Route.
Direction: On the whole, the influence and effect between Nokia and stakeholders is 
mainly a two way process, i.e., Nokia can have an effect on the stakeholders and the 
stakeholders can have an effect on Nokia. Nokia's trade customers for example, are 
dependent on Nokia meeting the specified production volumes but on the other hand 
Nokia is dependent on selling its products to its trade customers: this is a two-way 
relationship. Nokia may provide financial support to an academic organisation or access 
to company data yet academic bodies may provide valuable information on novel 
techniques to Nokia's Research departments. On investigation, most, if not all 
relationships are two-way but some relationships can have a dominant direction. For 
example, company shareholders/investors and insurers can hold quite a strong strategic 
influence over their company and in such cases the influence could be dominant in one 
direction.
Frequency: The frequency by which one stakeholder affects or is affected by another 
stakeholder varies. On some issues, the interaction between a stakeholder and Nokia 
may occur regularly. For example 'Environmental Supplier Requirements' set by Nokia 
trade customers can be considered to affect the Nokia supply line regularly, yet on the 
other hand professional organisations may not be considered to have a regular effect on 
the environmental issues of Nokia supply line. By nature, the characteristic of 
'frequency' is of course relative and depends on how one defines what constitutes a high 
and low frequency or what is used as a reference case. Yet despite the issues involved in 
using terms such as frequency and regularity, it may be possible to see an obvious and 
clear distinction between those who are considered to be frequently involved and those 
who are not. It is therefore worthwhile to still consider frequency as a characteristic. 
However, it must be noted that the frequency of an 'effect' is recognised as being distinct 
from the power with which it is delivered or the influence that it has on the affected 
party.
Power: The power of Nokia and its stakeholders vary from issue to issue. As Nokia is 
legally bound to comply with all regulations, legislators have a great influencing power 
over Nokia. Suppliers have great potential power as they could stop manufacturing a 
certain product and Nokia would have to search for another supplier; on the other hand 
Nokia can decide to terminate that contract. On environmental issues, environmental 
groups are becoming increasingly powerful with regards to influencing organisations 
and, together with the media, they can put far more pressure on companies than most 
other interest groups (Welford, 1997, pi 15).
Route: Even if the effect or influence is not direct, i.e. it occurs indirectly via 
intermediates, the source of that effect or the 'affector' is still a stakeholder. The route of 
the affect is intended to imply whether the effect is direct or indirect. For example, if an 
organisation feels strongly against a particular policy, they may decide to lobby against 
it through their trade association. In this case the trade associations would directly affect
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the legislators, whilst the organisation's effect would be indirect as it has gone via an 
intermediate body.
It is here reinforced that these characterisations are not an attempt to categorise the 
'effects' themselves but rather the way in which these effects are delivered. Power is an 
exception, but this still refers to the power of the 'affector' rather than the power of the 
effect itself. It should also be noted that although the characterisations given may be 
apparently straightforward it is unlikely that the effects and situations are so simple and 
free from subjectivity. This paper suggests that it may be possible to categorise the 
stakeholders into the core-extended systems according to how the effects are delivered.
5.5 Applying the core-extended system and modified life-cycle approach
Establishing the influence of a stakeholder on a particular issue or the power behind an 
effect is a subjective observation. The power that a stakeholder holds may vary from one 
issue to the next; it may not always be exercised and it is nearly impossible to gauge the 
full potential of the influence that a stakeholder may have. Therefore to minimise the 
subjectivity, the 'core' and 'extended' systems are based on how frequently the 
stakeholders are affected and whether the effect is direct or indirect, i.e. the route. For 
example the core and extended systems may be defined as:
Core (or foreground) system: I f  the effect o f or on the stakeholder group, regarding 
environmental issues, happens (or is expected to happen) frequently and is direct, i.e. 
not via intermediate persons or organisations then, irrespective o f the power behind the 
effect, that stakeholder shouldfeature in the foreground.
Extended (or background) system: I f  the effect o f or on the stakeholder group, 
regarding environmental issues occurs via an intermediate person or organisation or 
happens (or is expected to happen) infrequently then, irrespective o f the power behind 
the effect, that stakeholder shouldfeature in the background.
Having defined the 'core and extended system', these definitions can now be applied to 
at each stage in the 'modified life cycle'.
Figure 5. Applying the core-extended system approach to the modified life-cycle.
Supply Design M anufacture/
A ssem bly
EoL
COREEXTENDED
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Discussion & Conclusion
What has been highlighted throughout this research is the sheer difficulty involved in 
classifying stakeholders according to their effect or how they are affected. An approach 
is required that is both well grounded and ethically sound. For this reason, approaches to 
'stakeholder consultation' should by no means be broached lightly. Organisations must 
acknowledge and identify all stakeholder groups although those included within their 
study should be defined purely by practicality. After which, to genuinely engage 
stakeholders into expressing their concerns and priorities a form of social research 
would be necessary.
Once stakeholders have been engaged, it is important that communication is maintained 
as concerns and attitudes are naturally dynamic and constantly changing. For this reason 
and also to ensure success and credibility of stakeholder consultation, it is important that 
the process is systematic, simple and transparent, before any dialogue is initiated. It is 
important that if the 'core-extended approach' is to be used to assist in the analysis of 
stakeholder issues, or indeed any other method of categorisation, then the basis of 
categorisation needs to be transparent and non controversial. Evaluating each 
stakeholder group on how frequently and how directly they are affected by, or can 
influence Nokia is possibly the least subjective method of categorisation based on those 
characteristics mentioned, but is it of any use?
Would it be more useful to have based this categorisation on the power of the 
stakeholder? If so, how would we deal with such subjectivity? It would be inevitable 
that any laid hierarchy would vary from one person to another. Further evaluations to 
understand the relationship between Nokia and Nokia stakeholders include an analysis 
of which way 'influence' predominantly flows between the stakeholders and Nokia and 
an attempt has also been made to map the relative influence that Nokia has on the 
stakeholders in comparison to the influence the stakeholders have on Nokia.
Further work will continue to investigate stakeholder involvement and to initiate a form 
of social research with Nokia stakeholders. As stakeholder consultation is a relatively 
new technique, it will inevitably be a learning process for both the organisation and 
stakeholders but as long as it is an open, inclusive process with a strong and ethically 
sound basis then stakeholder consultation should enable organisations to make more 
balanced decisions.
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Abstract
For companies to make more socially acceptable decisions and to remain 
sustainable in the long term, it is becoming increasingly important to consider 
and address the needs and concerns of their stakeholders. Within the 
Environmental Group at Nokia, stakeholder opinions are recognised as 
important for long-term development, to enable a proactive and more informed 
approach to environmental activities. As part of a stakeholder participation 
project, this paper outlines and presents some preliminary results o f a social 
research study that has been carried out within Nokia, to find out more about 
the environmental concerns o f employees. Focus groups were used as the main 
social research method and 30 Nokia employees from varying functions within 
the company, participated within the study. Each o f the focus group sessions 
were recorded on audiocassette, which were then transcribed in fu ll and 
analysed with the aid of WinMax '98.
The results highlight which environmental issues employees associate with 
Nokia and their own work, and also, their views on these issues. Employee 
awareness o f environmental issues was higher than expected and participants 
talked about those environmental issues they felt most concerned about and 
what they felt could or should be done to address these issues. Preliminary 
results show that it does not help to think about environmental issues in 
isolation, because the 'environment* is associated with many issues and takes a 
very broad definition. This paper concludes with some observations on the 
process o f carrying out stakeholder participation within a company.
Keywords: stakeholder participation, stakeholders, focus groups, environmental
concerns
1. Introduction
As society is becoming more aware and concerned about environmental issues, 
companies in all industrial sectors are feeling increasing pressure to become more 
environmentally and socially responsible. Over recent years an increasing number of
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companies have been exposed, rightly or wrongly, to accusations of social and 
environmental injustice and consequently suffered serious damage by consumer 
boycotts, restrictions in operation, difficulties in raising capital and strained supplier and 
trade customer relations (Tomorrow, 1999). So, the challenge now is for companies to 
continue to make technological and economic advancements whilst meeting 
commitments to social and environmental goals such as sustainable development. Part 
of this means considering and addressing the needs and concerns of stakeholders. 
Stakeholder participation provides a means to elicit and get a better understanding of 
stakeholder concerns, so that they can then be addressed and fed back into the 
company to help drive more socially acceptable decisions.
The application of stakeholder participation within companies remains relatively 
new. This is partly due to the fact that at the moment there are no systematic 
methodologies or standardised guidelines for stakeholder participation and also 
because dealing with people's concerns and perspectives is inherently difficult. 
However, as part of long term development Nokia recognises that stakeholder 
opinions are important to enable a proactive and more informed approach to 
future environmental activities and as part of their commitment to Sustainable 
Development. To meet these requirements, this research project aims to 
develop and carry out a stakeholder participation process for Nokia in order to 
assess and track the environmental concerns of Nokia stakeholder so that they 
can be addressed and fed back into company decision making processes. The 
research has proposed a four stage process called 'Stakeholder Consultation', 
which has been specifically developed for this project and is briefly outlined in 
section 1.2. Section 2 of this paper then outlines a social research study that 
has been carried out by the Research Engineer as a pilot study within Nokia UK. 
Preliminary results are then described in section 3 and the paper concludes by 
commenting on some of the experiences gained from carrying out stakeholder 
participation within a company.
1.1 'Stakeholder Consultation' Process
The 4-stage process to investigate the concerns of Nokia stakeholders is
illustrated in Figure 1.
• Stage 1 of this process involves the identification of Nokia stakeholders.
• Stage 2 employs qualitative social research to assess the viewpoints and 
perspectives of Nokia stakeholders;
• Stage 3 consists of analysis and evaluation of the results to identify the 
stakeholder concerns revealed;
• Stage 4 will involve feeding back this information into the company so that 
pertinent issues can addressed and recommendations for change 
implemented.
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Figure 1: The 4-stages of'Stakeholder Consultation' (Oxley Green, 1999a)
1 : .Identification of 
Stakeholders
&
2: Ascertain Stakeholder 
Concerns
3: Analysis & Evaluation 
&
4: Address & Feedback 
into DM processes
Stage 1 of this process involved the identification of Nokia stakeholders. The 
research has identified 17 different stakeholder groups for Nokia, which have 
been broadly categorised into 3 groups: internal, external and surrogate 
stakeholders. Internal stakeholders include all those people who are employed 
and work within Nokia (i.e. Nokia employees). External stakeholders include all 
those stakeholder outside of the organisation but who do not fall under the 
surrogate classification (e.g. trade customers, suppliers, consumers, trade 
associations, local communities etc). Surrogates include all those groups which 
have been acknowledged yet cannot be represented or whose effect or 
influence is negligible (e.g. future generations, biosphere etc.). For further 
information on Stage 1 and the identification of these stakeholder groups see 
Oxley Green, 1999b.
2. Stage 2: Ascertain Stakeholder Concerns -  A Social Research Study
The study was committed to a form of qualitative social research in order to 
genuinely identify and gain a better understanding into the environmental 
concerns of Nokia stakeholders. This study focuses upon assessing the 
environmental concerns of Nokia's internal stakeholders (i.e. employees) 
specifically working within the Nokia Mobile Phones (NMP) Business Division. A 
study involving Nokia's external stakeholders is planned for later on this year.
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2.1 Aims & Objectives
The aim of the pilot study was to find out about the environmental concerns of
Nokia employees. The study addresses the following issues:
• What environmental issues do employees associate with Nokia and what are 
their views on these issues?
• What environmental issues do employees associate with their own work 
within Nokia and what are the views on these issues?
• How do employees see environmental issues alongside other business 
issues?
• Who or what do employees feel motivates Nokia on environmental issues?
• Do employees believe that Nokia cares for the environment and for what 
reasons?
• What issues do people feel Nokia could or should be addressing?
2.2 Which Social Research Method?
Choosing the right technique to match the objectives of the research is crucial. 
The aim of qualitative research methods are to ensure rich and meaningful 
information for the group analysed, not necessarily to generalise the findings to 
a wider population. From the various methods available, focus groups were 
selected as the key investigative tool for the following reasons:
Focus groups provide access to a large number of views in a short time. As a 
technique, they are good at finding about what people think and why they think 
so (Morgan, 1988) and also for investigating complex behaviour and motivations 
(Morgan, 1993). Focus groups enable participants to discuss issues and 
respond to questions in their own terms. This is important because the aim of 
the research is to listen to what people have to say -  not to influence them to 
provide some desired response. Also, this provides a clear view of how 'others' 
(non-environmental specialists) think and talk about environmental issues. The 
group atmosphere provided within focus groups can encourage participants into 
an interactive discussion about a topic that they perhaps haven't really thought 
about in detail beforehand (Krueger, 1994), which may be of particular use for 
this study. On top of this, focus groups provide an insight into areas of 
agreement and disagreement within the group.
In this study, the primary aim of each focus group is to discuss the research 
questions raised above. The aim is not to educate the participants, raise 
awareness or to elicit that information which would be of most practical use to 
Nokia. If people are informed through the process, as may happen, then this is a 
useful by-product of the process only.
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2.3 Methodology
To address the research questions, a series of 7 focus groups have been 
carried out, involving 30 employees. One further focus group will be carried out 
within the next few months. The research focused upon several different 
departments and functions within the company and participants were sampled 
accordingly from within those functions. Participants were randomly selected in 
all but two cases and participated on a voluntary basis. Employees were 
recruited from the following departments and functions:
After Market Services • Marketing Research
• Engineering • Nokia Design
• Environment • Operation, Logistics &
Sourcing
• Facilities • Senior Management
• Human Resources
Some functions were so small that the participants selected would have been 
identifiable, so in order to ensure participant anonymity it was therefore 
sometimes necessary to combine two or more functions in one group. Each 
group was conducted on site, facilitated by the RE and lasted 1 % hrs. The 
sessions were recorded onto audiocassettes. The tapes were then transcribed 
and the data imported into WinMax Qualitative Data Analysis software package 
in preparation for the next stage in the stakeholder consultation process, 
Analysis and Evaluation.
3. Stage 3: Preliminary analysis & evaluation of focus group results
Each of the focus group transcripts yielded a great deal of information regarding 
the views and perspectives of Nokia employees. The discussion varied between 
groups depending on who was participating, their level of knowledge, interests 
and also their experiences inside and out of the company. This section 
highlights some of the preliminary results from the focus group sessions:
3.1 General environmental issues
Opening each session by asking about general environmental issues was useful 
to encourage people to start talking and thinking about topics that they saw as 
environmental problems. On the whole, the participants showed good 
awareness towards general environmental issues and talked about many 
different problems.
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The participants showed varying degrees of concern towards environmental 
issues, however most came across as being moderately concerned about the 
environment and sympathetic to the cause. For example one woman said:
7 wouldn't say it keeps me awake at night, but I am concerned about it, yeah"
No one expressed really extreme views, the majority felt that environmental 
issues are important and that we should look after the environment.
It was evident that the participants felt that many environmental issues were 
'brought home' if you could physically see them. Local household and council 
recycling initiatives were frequently discussed. Air pollution was acknowledged 
because of the "yellow haze across the sky" seen by participants on parts of the 
M25. Media coverage of recent events -  US rejection of the Kyoto protocol and 
outbreaks of new Foot & Mouth cases also meant that both these issues were 
seen as big environmental problems.
3.2 Nokia environmental issues
The participants identified a large number of environmental issues associated 
with Nokia and even those participants who presented themselves as 
uninformed, were found to have heard about many issues. Most of these issues 
are highlighted in Table 1 below. It was evident that although the participants 
had heard about many environmental issues, very few were aware of the actual 
environmental initiatives that are being implemented within the company, 
however there was a trust amongst the participants that Nokia "...is dealing with 
these issues". This is partly because environmental issues were seen to be in 
line with both the Finnish7 and company culture.
Of all the environmental issues, the recycling of mobile phones was one of the 
most frequently discussed Nokia environmental issues and it was also seen by 
the participants as one of the biggest problems Nokia is facing. The participants 
felt that due to the large volumes of mobile phones to be recycled, there were 
problems with both the costs of recycling them and also the logistics of getting 
the phones back from the consumer. One man said:
7 think its more than a wake call because it today's current economic 
climate manufacturers are dropping rapidly... they are all disappearing fast 
and we know that recycling is expensive but it protects the environment. 
But where are companies like Nokia going to make the money i f  we have 
to bring it together and then break it down, it down that's quite a costly 
operation"
7 Finnish Culture was widely believed to be more sensitive to environmental problems
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Table 1: Environmental issues associated with Nokia
Product
• Battery disposal, Product recycling (large manuf volumes, 
short life-cycle), recycling plastics, takeback and incentive 
schemes, lead free soldering & technology, legislation, paints, 
material choices, hazardous substance list, product and 
component packaging, battery efficiency, disassembly,
Manufacturin 
g activities
• Energy consumption, waste production & disposal, emissions, 
pollution, use of chemicals
Supply Line • Depleting raw materials, Nokia environmental supplier requirements, logistics, trade customer partnerships
Company
• Construction of new building, impact on surrounding 
environment, energy consumption of buildings, site waste, 
recycling paper, PC monitors, coffee cups, emissions and 
noise from employee cars, employee travel, use of 
Netmeeting
• Radiation, masts and health
• Nokia brand image, environmental stakeholders, competitor 
advantage
• Company responsibility, Nokia Culture & Values
• Internal and external communications, environmental training
• Social responsibility, etiquette, ethical reporting
3.2.1 Work related issues
When the participants were asked if they thought their job had an impact on the 
environment, most of them talked about the day-to-day issues (such as using 
paper and leaving PC's running overnight). Although many individuals believed 
that a collective effort could bring huge savings, they often acknowledged that 
they themselves were guilty of leaving their PC's running over night.
"If you look at this site alone, what, there must be 1200 people, if half of 
those people are leaving there monitors onfall the time, I can't say I turn 
mine off all the time and I am as much to blame but if half again turned 
theirs off how much energy would you save?"
Some participants did associate more than just day-to-day environmental issues 
with their work. However they thought that their influence to make environmental 
improvements was limited because they saw 'environmental substitutes' as 
incurring higher costs and possible delays. It was also evident that participants 
were more likely to associate environmental impacts with their work if they were 
responsible for producing an actual material product.
3.2.2 Environmental & business issues & Nokia cares for the environment
Part of the discussions focused upon whether Nokia employees see
environmental issues as being aligned or in conflict with other business issues.
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As mentioned above many of the participants saw environmental issues as 
incurring more costs; they were also seen as technologies that were still in need 
of research and therefore at the moment posed reliability risks. The participants 
felt that performance and cost issues would always be paramount and it was 
suggested that 'proof is needed to show "...what savings you get, what [are the] 
benefits" from taking the more environmental options.
However the participants felt that Nokia should care for the environment and proposed 
many different reasons why. Some employees thought that as a big company, Nokia 
should set an example. One participant said Nokia should care "...because it's right 
across the world and it's producing products at an enormous rate". It was also agreed 
that it is important for Nokia to care about the environment in order to "...protect the 
brand and business ".
3.2.3 Motivators & Influencers
When discussing motivators and the influencing factors to drive environmental 
improvements, the participants talked about many stakeholder groups and often 
differentiated between who they felt did motivate, in comparison to who they felt 
should be responsible for motivating environmental activities.
Present and past motivators included Nokia staff, the Finnish culture and the 
Nokia Values8, Governments, Legislation, NGO's and the increasing 
environmental awareness of youth. Local residents were mentioned in reference 
to air and noise emissions from factory sites whilst the 'market', particularly from 
Japan, was seen as a key driver for company environmental initiatives.
When it came to those who should drive environmental issues, legislation was 
seen as instrumental and one of the strongest drivers. However the employees 
also through that the company itself should be responsible for motivating and 
driving environmental issues. The participants agreed that environmental issues 
needed to be driven by a 'management' decision and a 'top down' approach. 
Participants felt that: - .
"...the responsibility basically should be the company's ...[and not] rely on a 
sense of responsibility that is displayed and has been displayed by the staff
"...if the management said we need to now pursue this target o f reducing 
this, or reducing, that then it makes it absolutely obvious"
3.2.4 Issues that need addressing
Communication and 'social' issues were seen as two areas, which should be 
addressed by Nokia.
8 Nokia Values: Customer Satisfaction, Respect for the Individual, Achievement & Continuous 
Learning
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Internal Communication - Many of the focus group participants felt that 
environmental issues could be communicated far more effectively within the 
company. The employees wanted to see what was being done and what the key 
issues are, believing this would:
"Give employees more of a feel good factor...to see they are actually doing 
something"
As well as suggesting that internal communication should be increased to 
improve awareness the participants also talked about how this information 
should be disseminated. Many participants talked about "information overload" 
and felt that the intranet and email was not always the best way to communicate 
messages to employees. Suggestion as to how this information could be best 
communicated included workshops or roadshows.
Social Issues -  some of the participants associated many social issues as being 
part of the environment. They talked about the effect of mobile phones on 
society and also said that there are some aspects of their use i.e. the 
annoyance of ring tones, the safety issues of using phones whilst driving, that 
could easily be addressed by Nokia. For example, one man said:
"...if someone is talking loudly or they have the ring tones going, you know 
it really is becoming an issue of invasion, I think Nokia ought to have a 
policy..."
4. Discussion & Conclusions
Preliminary conclusions from the study are as follows:
• Nokia employees have a good awareness towards the environmental issues 
associated with the company and show moderate concern towards 
environmental issues.
• The key environmental concern of the people who took part in the study is 
how Nokia was going to deal with the costs and logistical aspects of 
recycling mobile phones.
• The discussion shows that the employees trust the company to be 
addressing its environmental issues even though very few people were 
aware of the environmental initiatives being carried out within Nokia.
• Environmental issues are associated with incurring costs and for this reason 
employees feel limited in their influence to make environmental 
improvements.
• Participants feel that Nokia should care for the environmental to protect the 
brand and also because it has a responsibility to do so as a large company
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and "...because it's right across the world and it's producing products at an 
enormous rate".
• The employees feel that the responsibility to really drive environmental 
issues within the company to make improvements really lies with 
'management'.
• Many suggestions were made towards those environment issues that 
participants felt Nokia should or could be addressing. It was suggested that 
internal communication of environmental issues needs to be improved but in 
a sensible manner so as not to cause information overload. Participants also 
suggested Nokia should address many of the social aspects associated with 
using mobile phones.
• The participants were able to talk about any issues they saw as being 
environmental issues. As can be seen from table 1, the employees see 
many different issues associated with the environment. For this reason, 
within Nokia it doesn't help to think about environmental issues in isolation.
These are just a few of the results from focus group sessions, the analysis and 
evaluation of the results still needs to be completed. However the analysis 
conducted shows that the information from this study will be useful for many 
different parts of the organisation and time must be taken to evaluate the key 
messages and to assess whom they are for. The results have already been 
shared with the Communications Group within Nokia, who are now considering 
alternative channels to communicate environmental issues within the company.
My work over this four year doctorate programme has been to develop and 
implement a stakeholder participation process within Nokia. The practical 
implementation of this stakeholder consultation process so far has highlighted 
many experiences, which have been valuable in improving and developing the 
process. Some of the key lessons learnt are as follows:
• As with any social research it is important to be cleap and open about the 
research aims and objectives for the stakeholder participation process. For 
example participants should be informed as to why they are being asked for 
their views and perspectives and also what they can expect to happen as a 
result of their contribution.
• Sufficient time should be set aside to prepare for any social research study. 
Setting up and carrying out a social research study as part of stakeholder 
participation takes a lot of time and effort. However the planning, together 
with having clear aims and objectives, determines the quality of the results. 
'First time' cases may require more time, for example planning for this social 
research study started in November 2000.
• In this study focus groups were selected as the qualitative research method. 
The aim was to assess people's views and perspectives and to gain a better 
understanding of what they see as environmental issues and why they think 
so. Focus Groups will not necessarily give a representative view. It is
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important to use the right research method according to the research aims; 
for example a survey or interviews may be more appropriate in some 
circumstances.
• Participant feedback illustrated that generally, people like to talk about these 
issues. It was apparent that many of the participants were not used to focus 
group situations and may not have liked being recorded onto audiotape but 
the chance for open discussion was really appreciated. Also, although 
participation in the focus group sessions was entirely voluntary, the positive 
response rate (i.e. people saying they were willing to participate) was very 
high.
• Finally, carrying out a social research study can (as results so far have 
shown) highlight many useful issues and information for the company. 
However in order to make stakeholder participation work and to be of benefit 
in informing and facilitating more socially acceptable decisions, full company 
support and commitment is essential.
5. Future Research
The main focus of the work over the next two years, will be to continue to carry 
out and develop the stakeholder consultation process. The main steps are:
• To elicit the concerns of Nokia external stakeholders, by setting up an 
external study using focus group sessions as the main research method 
(Stage 2, Figure 1)
• To analyse and evaluate the data from both the internal and external study, 
in order to communicate this information back to the company (Stage 3, 
Figure 1).
• To feedback the information from stage 3 into the DM process and address 
the issues, whilst proposing recommended actions (Stage 4, Figure 1)
The research aims to investigate the steps necessary to systematically 
feedback the information from the study, into the appropriate areas of the 
company. It will then be important to: assess the overall benefits of carrying out 
this sort of stakeholder participation process; to evaluate the lessons learned, 
identify advantages and disadvantages and suggest further improvements.
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Abstract
Companies now recognise the need to identify and address the concerns of their stakeholders to ensure 
their decisions and business activities are more socially acceptable. However, despite stakeholder 
participation being widely accepted in the public sector and used to a limited extent within some business 
management processes, there is no accepted understanding of what stakeholder participation actually 
constitutes and certainly no systematic method for its application within companies and company 
decision-making. In order to support the development of such a method, stakeholder participation must 
first be defined in the ‘company’ context. Drawing from previous typologies of participation outlined in 
the literature, particularly relating to the public sector, this paper proposes a typology of stakeholder 
participation for companies, with particular relevance to environmental issues. It also outlines the needs 
and problems associated with developing a method of stakeholder participation for use in company 
decision-making.
Introduction
There are many pressures on today’s companies to make their decisions and business 
activities environmentally responsible and socially acceptable. Companies have come to 
recognise the need to identify and address the concerns of a wide circle of , stakeholder 
groups in order to meet their expectations regarding a number of issues, including the 
environment. Several organisations also suggest that considering and involving 
stakeholders and their concerns within company processes is now a critical part of being 
successful in the long term, in a business, social and environmental sense; thus helping 
companies move towards sustainable development (GRI 2000; USD 1999). Indeed, 
there are national and international conventions that outline the importance of 
addressing stakeholders and their concerns within decision-making. For instance 
Agenda 21 (Chapter 8) instructs that to improve decision-making processes,
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organisations should allow the public access to relevant information, facilitate the 
reception of public views and allow for effective participation (United Nations, 2000).
However, despite stakeholder participation being widely accepted in thevpublic sector, 
companies are unsure of how best to implement it within their business processes. Its 
use within companies is generally limited to marketing and consumer engagement 
regarding product function and companies rarely use regular participatory processes 
specifically to ascertain environmental concerns. Indeed, there is no systematic method 
for its application within company decision making; stakeholder participation seems to 
focus on the resolution of specific conflicts or issues on an ad hoc basis. Furthermore, 
terms such as stakeholder dialogue or participation, which are now commonplace within 
company environmental, social and sustainability reports, and their web sites9, are used 
to label a whole host of processes and activities carried out for a number of different 
purposes (Pretty & Shah, 1994; Environment Council, 2000a; Tomorrow, 1999). 
However it could be said that the present use of stakeholder participation in the UK is 
still more about informing decisions and not necessarily about making decisions. Acland 
(2001) also highlights that, whereas in the US stakeholder dialogue is used as an 
ongoing mediation technique, so far in Britain it has "...tended to be as much about 
helping people to understand possible sources of conflict and taking preventative action 
as about resolving specific situations."
Yet stakeholder perspectives are dynamic; it is important to monitor and understand 
their evolving concerns in order to proactively address priority issues and meet 
stakeholder expectations (Novo Nordisk's Enviromental Report, 1997; Zadek et al, 
1997). Proactively seeking stakeholders’ attitudes, particularly towards issues such as 
the environment, can provide many opportunities and benefits to decision-making 10, 
particularly when the decision affects a wide range of individuals, is potentially difficult,
9 Examples include Shell (http://www.shell.com). Novo Nordisk (http://www.novonordisk.com) 
and Dow Chemicals http://www.dow.com/about/20Q0pr/pq2.htm).
10 Outlined in Clarke, L , Oxley Green, A., Clift, R., Burningham, K., Wehrmeyer, W. (2002) The  
role of stakeholder participation in company environmental decision making’ As yet unpublished.
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or where stakeholders’ concerns are not fully understood. Benefits arise from both the 
information gained by participation and also through the process of participation. 
Participation also offers opportunities for companies to improve their reputation and 
competitiveness and it plays key role in enabling them to take on the challenge of 
sustainability.
In view of these potential benefits, a more structured and systematic approach to 
stakeholder participation in company decision-making is needed. In order to support the 
development of such a method, stakeholder participation must first be defined in the 
‘company’ context. Through looking at the roots of stakeholder participation within the 
public sector, this paper proposes a typology of stakeholder participation for company 
decision making, with particular reference to environmental decision-making.
Participation
Sherry Amstein (1969) was perhaps the first to identify a model of the different types or 
levels of public participation. Writing about planning processes in America, Amstein 
proposed a 'ladder of citizen participation', using rungs to represent eight different levels 
of involvement within three general levels of 'non-participation', 'tokenism' and 'citizen 
power' (see Figure 1). The lowest level of 'non-participation’ refers to levels where 
people can participate within the planning process, but where objective is to 'educate' the 
participants and therefore the communication is often one-way. In 'tokenism' 
participants can both hear information and also voice their opinion, but their views have 
no weight and hence no guarantee of influencing the situation, whilst in 'citizen power' 
participants have increasing degrees of real influence over decisions. This ladder has 
since provided the template for many typologies of public involvement and public 
participation research, as illustrated in Figure 1. For example, Dorcey et al, (1994) 
propose a spectrum of involvement processes where again, eight different levels are 
defined ranging from 'inform' and 'educate' through to ‘consensus seeking’ and 'ongoing 
involvement'. In the comprehensive Guide to Effective Participation, Wilcox (1994) 
simplifies Amstein's eight-step ladder to propose five separate purposes of stakeholder
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participation, each building upon the one before. The UNDP (1997) provides another 
alternative typology of participation processes, emphasising more decisional aspects of 
participation (consensus-building, decision-making, risk-sharing, partnerships and self­
management). Another model, which again has parallels with the Amstein ladder, is the 
'typology of participation' as proposed by Pretty & Shah (1994). Whilst this typology 
again describes the different levels of participation, it also begins to build upon the more 
descriptive typology by Dorcey to be more indicative of what each level would involve.
In a similar way to the participation typologies, Fischhoff (1998) presents a typology of 
public communication for risk management. This is developed more from an 
organisational perspective and can be very easily related to company processes. 
However, it also provides a good analogy of the current approach to stakeholder 
participation within companies of communicating with the public and managing risk. 
Indeed, many activities are effectively public relations led and this has resulted in them 
being viewed as ‘token attempts’ at stakeholder involvement, which can potentially be 
damaging to stakeholder relationships and a company’s reputation.
Whilst the ‘community’ based typologies can provide companies with a certain insight 
into what constitutes stakeholder participation, it is important to note that they were 
developed specifically for use in the public sector. Whilst companies may need a more 
detailed participation typology for their more specific stakeholder activities (for example 
the Brent Spar dialogue undertaken by Shell), it may be that these are too detailed for 
use in everyday company activities and decision-making. A more simplified typology of 
stakeholder participation, with the same descriptive focus as the Pretty & Shah typology, 
is needed.
A Company Perspective towards Participation
A typology of stakeholder participation for companies must be one that is ‘company’ 
rather than ‘community’ focussed, is simple to understand and relate to company
317
Engineering Doctorate A bi Oxley Green
situations and decision-making processes, and identifies the key purposes of stakeholder 
participation in companies. It is possible to identify several key elements from the 
‘community’ focussed typologies that can be applied to processes within a company to 
develop a stakeholder participation typology from a company perspective. We identify 
three key levels of participation for companies: informative, consultative and decisional.
Figure 1 - Typologies of participation
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a) Informative participation is used to describe processes that involve information 
being passed from one body to another. An example of this would be advertising used to 
inform stakeholders of future plans. At this level, the role of the stakeholder is only to 
receive the communication and the participation is passive; the organisation has 
complete control over how stakeholders are informed and what they are told. People 
may be content with this level of communication and may feel happy to have been 
informed; however, such a unilateral announcement can cause resentment and protests 
(Environment Council 2000b). Informative participation can involve a two-way 
dialogue, for example through a basic survey. The level of participation is limited as the 
purpose of surveys is generally to generate ‘single figure’ information; stakeholders’ 
understanding, values and attitudes are not explored, and there is no further dialogue 
between the participants and the company.
b) Consultative participation refers to a higher level of involvement between the 
organisation and the stakeholder(s). At this level, stakeholders are asked for their views 
and perspectives on an issue or an organisation's plans and/or proposals but at a deeper 
and more exploratory level than with (a); for example a qualitative research method may 
be used to explore the stakeholders’ attitudes and values. The material generated from 
this research will be fed back to company decision-makers and may be used to influence 
the company’s plans. Whilst discussing viewpoints and perspectives on issues can raise 
the expectations of participants regarding what will happen as a result of their input, 
involving stakeholders and their perspectives within company projects can result in 
solutions that are more accepted. This information may also highlight potential problem 
areas or priority issues but the extent to which stakeholders can influence the project or 
plans is limited, as the key decisions may have already been made.
c) Decisional participation refers to the level at which stakeholders actually participate 
in the decision making process. Organisations may involve and interact with 
stakeholders from the beginning of their project or plan. This means that more views 
and knowledge can be shared and considered at an earlier stage and any disparate
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objectives reconciled. Involving stakeholder groups from the outset of the decision 
making process and accepting their decisions requires significant commitment from the 
company. The Company’s management must determine whether it is ready to address 
any issues, positive or negative, which may arise through decisional participation (Ernst 
& Young et al, 1999) and ultimately accept the decision made. In terms of long-term 
success, however, the decisions resulting from such a process are likely to be more 
socially acceptable as the stakeholder groups will have been involved in arriving at the 
decision.
The type of participation used should be selected according to the situation or problem 
to be solved. Indeed it is true that each level of participation involves an increasing 
degree of commitment by the company, generates different outcomes and involves 
different 'risks'. However it should be considered that each level might therefore be 
appropriate for different types and levels of decision. Before carrying out a form of 
stakeholder participation (for whatever reason) it is essential for a company to give 
serious consideration to what is expected from the process, the reasons for carrying it 
out and what are they willing or able to commit themselves to. The most suitable 
participation process should then be selected according to these criteria. It is equally 
important that they are then open and honest to all those involved. If a company 
communicates a commitment to a high level of participation and find that they are then 
unable to keep that commitment or were never able to do so in the first place, then 
relationships and reputation may be damaged.
Discussion
It is perhaps unrealistic to suggest that a stakeholder participation process be carried out 
specifically for every decision or every product. In fact it is likely that much of the 
information regarding stakeholder concerns, particularly regarding environmental 
perspectives, can be used genetically in many decision-making processes. Stakeholders 
may highlight particular concerns towards energy consumption or material composition.
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which could direct a company’s overall policies and is applicable for decision-making in 
many different processes and activities. However there may be some situations, where 
specific issues require resolution and specific stakeholder participation is required. Both 
ongoing and ad hoc stakeholder participation processes can provide different benefits as 
they are often used for different purposes.
It is possible to combine the levels of participation described in the typology with the 
different frequencies, or purposes, of stakeholder participation to describe the possible 
modes of stakeholder participation within companies (Figure 2).
Figure 2. Modes of Stakeholder Participation
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For example marketing processes would be an example of ongoing stakeholder 
participation undertaken at a consultative level. Whereas information leaflets about 
specific issues or products would be an example of ad hoc stakeholder participation at 
an informative level. It could be suggested that a commitment to involve stakeholders in 
the decision-making activities of companies would mean a shift towards more decisional
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and ongoing participation processes. Ongoing participation has different benefits and 
portrays a different commitment to stakeholders than ad hoc activities. Ongoing 
participation will enable companies to monitor trends and gain deeper insights into 
stakeholders’ values and attitudes, this being particularly useful in environmental 
decision-making. However, ad hoc processes are still required for specific or potentially 
tricky issues, resolving problem decisions or simply in gathering initial background 
information. If built upon a foundation of ongoing commitment to include stakeholder 
concerns within decision-making, it is less likely that these specific stakeholder 
activities will be viewed as token gestures to appease stakeholders as they have been in 
the past.
It is also apparent that there is a significant gradation from informative to decisional 
participation. Using stakeholder participation to inform decisions at a consultative level 
does not have to change the process of decision-making. Decisions will continue to be 
made by the same people, separately from the stakeholder participation process, and 
they may or may not base their decision on the information ascertained from 
stakeholders. With no standard methodologies or guidelines, and little experience, 
companies are often apprehensive to advance stakeholder participation beyond the 
informative and consultative levels. They recognise the potential risks involved, such as 
wasted resources or damaged stakeholder relationships, should they get it wrong. Even 
if things go well, extensive stakeholder processes are often considered to be costly and 
time consuming and, further to this, it is recognised that dealing with people’s concerns 
and perspectives is inherently difficult.
Yet greater stakeholder involvement within decision-making would mean carrying out a 
form of decisional participation. This could result in arguably more sustainable 
decisions (Acland, 2000), however this may not be appropriate for some companies as 
The_commitment necessary would essentially change their decision-making process. 
There would be no guarantee that the decisions and actions derived from decisional 
participation would be the same as if there were no participation; in fact they are likely 
to be different. Are companies able to make such commitments? Many companies are
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also apprehensive about including stakeholders within decision making processes as 
they fear they may be relinquishing control (Wilcox, 1994). Such changes are not easy 
to make as they call for change in the way that many companies traditionally work. But 
is this perhaps necessary if companies are going to move towards sustainable 
development? Whatever the case companies must be sure of the level of commitment 
and therefore participation they are able to commit to. This further highlights the need 
for a standard model for stakeholder participation that will provide companies with the 
benefits whilst minimising the risks.
Future Work
Future work will build upon the typology of stakeholder participation for companies 
described in this paper and will focus on developing a new and more effective model for 
stakeholder participation in company decision-making. Central to this will be the need 
to have a structured and systematic model for identifying stakeholders, ascertaining their 
concerns and effectively feeding back this information for decision-making. Companies 
will need to recognise the difference between ad hoc and ongoing stakeholder 
participation and the benefits and limitations of each. It is also essential to understand 
the uses of the different modes of participation and the benefits that can be achieved by 
selecting the most appropriate one for the task at hand.
There are however potential barriers that will need to be overcome:
- A standard model for stakeholder participation will need to be applicable for more 
than one company situation. Will it be possible to develop a model that will suit all 
decisions, all processes and indeed all companies? It is important to note that the 
stakeholders involved and the level of participation initiated will ultimately depend 
on the priorities, culture and values of the company, but any approach developed 
will have to be flexible enough to be applicable for all cases.
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- Stakeholder participation can potentially use significant amounts of time and money. 
It must be recognised that these resources are not always readily available in all 
companies. It may be necessary to consider how the model will prioritise the 
different issues and stakeholders, and also determine the scale of stakeholder 
participation, according to the resources available. If this is the case it is essential 
that the model encourages companies to be open about the prioritisation process.
- The model will also be dependent upon effective communication of the information 
gained from the participation process to ensure that it is available to decision­
makers. This is particularly so for consultative participation. Large and/or 
multinational companies will have to consider how this will be addressed as this 
could hinder the effectiveness of the stakeholder participation process and therefore 
limit the benefits that can be achieved.
- More decisional and ongoing stakeholder participation would require a change to the 
traditional company culture and could be seen as potentially risky. However ongoing 
stakeholder participation if done correctly, could provide many potential benefits 
and help companies move towards more sustainable development.
It is important to outline the benefits that can be achieved from the different modes of 
participation and also the benefits to company reputation that can be achieved through a 
more ongoing commitment to stakeholder participation. Indeed, if done correctly a 
standard model for stakeholder participation in companies would reduce the risks, 
maximise resource efficiency and would potentially bring many benefits for company 
decision-making.
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Abstract
It is becoming increasingly important for companies to consider and address the needs and 
concerns of their stakeholders in order to make more socially acceptable decisions and to remain 
sustainable in the long term. This paper outlines the results o f a study carried out within Nokia as 
part of a stakeholder participation project. The study has focused on the environmental concerns o f  
employees. Focus groups were used as the main social research method and 35 Nokia employees 
from varying functions within the company participated within the study. Each o f the focus group 
sessions was recorded, transcribed in full and analysed with the aid o f WinMax '98™.
The results highlight which environmental issues employees associate with Nokia and their own 
work, and also their views on these issues. Employee awareness o f environmental issues proved to 
be high. Participants talked about those environmental issues they felt most concerned about and 
what they felt could or should be done to address these issues. As has been widely observed 
elsewhere, the participants interpreted the "environment" very widely, associating the concept with 
many different issues. Therefore it proved to be unhelpful to consider "environmental" issues in 
isolation. The paper concludes by highlighting the key messages from the study, and then outlines 
some implications for the future application o f this research method within company processes of 
stakeholder participation
Keywords: stakeholder participation, stakeholders, focus groups, environmental concerns.
1. Introduction
Over recent years, people's rising awareness and concern about environmental and social issues has 
increased the pressure on companies to account for the environmental and social implications o f the way 
they go about their business (Carroll et al, 2000; McIntosh et al, 2001). The pressures for these changes 
can be grouped according to their origins in society. For environmental and social issues these involve a 
number of different stakeholder groups, ranging from Governmental to Non Governmental Organisations
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(NGOs) and from Employees to Future Generations and including all those organisations "who can affect 
or who can be affected by an organisations operation" (Freeman et al, 1983; Elkington, 1997). It is now 
widely accepted that considering and involving the needs and expectations of stakeholders plays an 
important part in reaching more socially acceptable decisions and contributes to long term company 
sustainability (GRI 2000; ICC; Acland, 2000).
A thorough understanding of stakeholder concerns is essential if  they are to inform company decisions. 
This understanding can only be reached through some form of systematic stakeholder participation 
process. Such a process can deliver a range of benefits. For instance it may identify issues which need to 
be addressed, help to reconcile controversial or potentially difficult issues, or steer companies away from 
making decisions which could cause negative public reactions (WBCSD 1998). But Stakeholder 
Participation can also deliver more long term benefits by enabling companies to be proactive in 
identifying and keeping track of emerging issues and challenges (Zadek et al, 1997). It can help maintain 
and build reputation and trust for the company, which in turn can increase share value. Finally 
Stakeholder Participation provides an open and documented account o f a company's stakeholder processes 
which assists in further development, benchmarking and environmental and social reporting (Acland 
2001).
2. Purpose
Nokia has a number of key environmental programs to implement environmental improvements11. Nokia 
employs Environmental Management Systems (EMS) and set out environmental supplier requirements 
through the Suppliers Network Management. With a life-cycle approach. Design for Environment (DfE) 
is used to integrate the environmental requirements alongside other considerations in the product design 
process. Nokia also employs an End-of-Life (EoL) management program to address obsolete products. As 
part of long term development and commitment to Sustainable Development, the Environment Group at 
Nokia recognises that stakeholder opinions are also important. To meet these requirements this research 
project was initiated to develop and carry out a stakeholder participation process to assess and track the 
environmental concerns of Nokia stakeholders. A four-stage process developed specifically for this 
project is illustrated in Figure 1.
Stage 1 of this process involves the identification of Nokia stakeholders. Stage 2 uses interviews and 
focus groups to assess the viewpoints and perspectives o f these stakeholders. Stage 3 consists o f the 
analysis and evaluation of the results to identify the stakeholder concerns revealed. In Stage 4, the 
information is fed back to the company to inform company decision processes.
11 For further information visit Nokia website (www.nokia.com/aboutnokia)
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Figure 1. The 4-stages of Stakeholder Consultation
3. Analysis & Evaluation
1. Identification of 
Stakeholders
2. Ascertain Stakeholder 
Concerns
4. Address & Feedback 
into company
I 
I
Stage 1 o f the process identified Nokia's principle stakeholders as employees, customers, suppliers, 
shareholders, governmental and non-governmental organisations, competitors, the media, academic and 
professional institutes, trade associations and the communities in which it does business. All o f these 
stakeholder groups can influence Nokia's environmental priorities and/or can be affected as a result of 
Nokia's decisions and operations. In 2001, Stage 2 o f the process was initiated. As a first step the project 
focussed on just one stakeholder group. The experience gained and lessons learned were then used to help 
develop the process further and to determine whether further stakeholder participation with other groups 
should be carried out in the same manner.
The stakeholder group selected for this study was Nokia employees located within the UK. In 
environmental issues, employees are considered the most important stakeholder group to Nokia; they are 
the knowledge capital o f the company and their views are instrumental to the culture of the company. 
Every Nokia employee has influence over Nokia's performance and reputation in both environmental and 
social issues. Nokia employs over 50,000 individuals worldwide and just over 2,000 are employed in the 
UK. This study was conducted at an R&D site and aimed to include people from different departments on 
the site, so as to assess the widest possible range of perspectives.
The purpose of this internal study was to provide a detailed analysis o f the environmental concerns of 
Nokia employees. In order to develop a better understanding of employee awareness of environmental 
issues, identify whether employees think about or consider environmental factors within their own work
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and to see why employees feel that Nokia is an environmentally responsible company. In particular it 
addressed:
What environmental issues do employees associate with Nokia and what are their views on these 
issues?
What environmental issues do employees associate with their own work within Nokia and what 
are their views on these issues?
How do employees rate environmental issues alongside other business issues within Nokia?
Who or what do employees feel motivates Nokia on environmental issues?
Do employees believe that Nokia cares for the environment and for what reasons?
What issues do employees feel Nokia could or should be addressing?
The paper describes the methods used by the first author to assess and analyse the employees' perspectives 
(in Stage 2) and then presents some o f the key findings and key messages o f the study (Stage 3). Finally 
the use of Focus Groups as an approach to Stakeholder Participation is evaluated.
3. Methods
3.1 Selecting Focus Groups
Qualitative social research methods provide the best way o f developing a detailed understanding o f  
stakeholder perspectives. For this reason this study was committed to a form o f qualitative social research. 
Examples o f qualitative research are in-depth interviews and focus groups. For this study, focus groups 
were selected as the main investigative tool. Widely used in social and market research to assess people's 
views and opinions, focus groups are particularly appropriate for exploratory research when little is 
known about an issue. Focus groups are good at finding out about what people think and why they think 
so (Morgan, 1988); they also enable participants to discuss issues and respond to questions in their own 
terms. While one-to-one interviews can provide more detailed information on individual views, focus 
groups provide access to a large number of views in a relatively short amount o f time and in addition 
provide the researcher with insight into areas of agreements and disagreement within the group. The 
actual group atmosphere provided by focus groups also helps to encourage interactive discussion about a 
topic that participants may not have really thought about in detail beforehand (Krueger, 1994). As a 
qualitative research method however, the -aim is not necessarily to generalise the findings to a wider 
population but rather to ensure rich and meaningful information for the group analysed.
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3.2 Practical aspects
Between February and November 2001, a series o f 8 focus groups were carried out, involving 35 
employees all within the UK. The research focused upon several different departments within the 
company and participants were sampled at random from those functions for all but two focus groups, 
where a selection of names was proposed. Employees were recruited from eight different departments 
involving both research staff and people working for support functions located at the site, ranging from 
Human Resources to Engineering to Senior Management.
Participation in the focus groups was on a voluntary basis. All communication with participants on 
recruitment, details o f the session and reminders was conducted through email. Each focus group session 
lasted 1 Vz hrs and was conducted on site at Nokia as this was the most convenient location and also 
because this provided a comfortable and familiar setting for staff. Lunch was provided after each session 
to provide time for further discussion and feedback where necessary. The sessions were recorded onto 
audiocassettes and extra notes were taken by the author when needed.
3.3 Data processing & analysis
The tapes were fully transcribed into Microsoft Word documents. The transcription itself is quite a long 
process -  a 1 !6-hr tape took up to nine or ten hours to transcribe fully. The text from each transcript was 
then imported into WinMax'98TM Qualitative Data Analysis Software package for analysis. WinMax 
does not analyse the data itself; rather it acts as a filing system which enables the investigator to attach 
codes (coding) to the data so that it can be retrieved and sorted in a number o f different ways.
Using the framework set by the research questions in Section 2, the text from each focus group session 
was analysed question by question, looking for themes and common issues within questions and then 
across questions. Tape transcriptions do provide an accurate account of all that was said during the 
sessions; however when analyzing it is also important to listen to how viewpoints are expressed. Being 
present at the group and listening to the tapes again afterwards gives a much better understanding o f how 
things were said as well as what was said, for example as a joke or light-heartedly.
4. Key Findings
The discussions varied between groups depending on who was participating, their level o f knowledge, 
interests and also their experiences inside and out o f the company. Most employees came across as being 
moderately concerned about the environment. The environment was felt to be important and something 
that we should look after but very few extreme pro or anti views were expressed.
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4.1 Nokia environmental issues
One o f the aims of the study was to find out what issues Nokia employees see as environmental concerns. 
Part o f this was to see whether these environmental issues are in line with the thinking in the Nokia 
Environmental Group and also to evaluate employee awareness.
On the whole, the participants showed a good awareness of general environmental issues and recognised 
that many o f these impinge on Nokia. The issues highlighted by the participants as being directly relevant 
to Nokia are listed in Table 1. As can be seen employees talked about product environmental issues, the 
impacts associated with manufacturing activities and supply chain issues and also those environmental 
issues associated with company and Nokia employees. Currently within Nokia, the environmental issues 
dealt with by the Environment Group are the traditional environmental 'green' issues. However it was 
clear that people took a much wider understanding of environmental issues as both social and health 
issues were also identified as being environmental issues. For example, some o f the more socially 
orientated concerns included "mobile phone etiquette" (how, when and where phones are used; e.g. 
invasive ringtones) and also the safety implications o f using phones when driving.
Table 1: Environmental issues associated with Nokia
Product
• Battery disposal. Product recycling (large manuf volumes, short life-cycle),
prototype recycling, recycling plastics, takeback and incentive schemes, lead free 
soldering & technology, legislation, paints, material choices, hazardous substance 
list, product and component packaging, battery efficiency, disassembly,
Manufacturing
activities
•  Energy consumption, waste production & disposal, emissions, pollution, use o f 
toxic substances, ISO 14001, conditions in different countries
Supply Line • Depleting raw materials, Nokia environmental supplier requirements, logistics, 
trade customer partnerships
Company
• Construction o f new building, impact on surrounding environment, energy 
consumption o f buildings, ISO14001, site waste, waste sorting, recycling paper, 
PC monitors, coffee cups, emissions & noise from employee cars, employee 
travel, use o f Netmeeting
•  Radio waves, EMF, masts and health
• Nokia brand image, environmental stakeholders, competitor advantage
• Company responsibility, Nokia Culture & Values
• Internal and external communications, environmental training
• Social responsibility, etiquette, ethical reporting
Of all the environmental issues, the recycling of mobile phones was one of the most frequently discussed 
and the participants identified this as one of the biggest environmental concerns. People talked about the
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logistic routes for getting the phones back from the consumer to the company and many were concerned 
that recovery and recycling would be expensive. There was a general trust amongst employees that Nokia 
"...is dealing with these issues" such as mobile phone recycling, but also as a suggested improvement 
many felt that there could be more internal communication of the environmental initiatives and actions 
being carried out within the company.
4.2 W ork related environmental issues
The Nokia approach is that the environment is everybody's business. It was therefore interesting for Nokia 
to see whether employees really do consider environmental issues to be part of their work, and also how 
they integrate them into their work.
When the participants were asked if  they thought their job had an impact on the environment, people 
primarily tended to discuss their day-to-day activities (such as using paper and leaving PC's running 
overnight) before making any connection between their professional decisions and any subsequent 
environmental impact. It was much easier for people to identify environmental impacts with their work if  
they were responsible for producing an actual material product (e.g. a service manual). However the 
discussion within the focus groups actually encouraged people to think about whether their work had any 
environmental impacts. Some participants did look beyond their day-to-day activities and felt that visible 
management commitment towards environmental issues had an important role in encouraging more 
employee environmental responsibility
4.3 Environment & Business & Motivators and influencers
To investigate attitudes towards environmental issues and their role in staff motivation, part o f the 
discussions focused upon whether Nokia employees see environmental issues as an important business 
factor for Nokia and also whether they see these issues aligned or in conflict with other business priorities. 
Environmental issues were not necessarily seen to conflict with other business priorities but the 
participants recognised the challenge inherent in finding an appropriate balance between technology, cost, 
time to market and environmental impacts. The focus group sessions showed that many participants had 
the impression that taking the more 'environmentally friendly' option and carrying out environmental 
initiatives incur costs. This highlighted a need to communicate more about the environmental successes 
and benefits occurring within the company.
When discussing motivators and the factors driving environmental improvements, the participants talked 
about many drivers. Present and past motivators included Nokia staff, Finnish Culture12 and the Nokia
12 Many participants believed the Finnish culture to be more sensitive to environmental problems than UK 
culture
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Values13 which characterise the company. Governments, legislation, NGO's and the increasing 
environmental awareness of youth. Local residents were mentioned in reference to air and noise emissions 
from factory sites whilst the 'market', particularly from Japan, was seen as a key driver for company 
environmental initiatives.
When it came to those people or factors that should be motivating environmental issues, legislation was 
seen as instrumental and the strongest driver. However the employees also thought that the company itself 
should be responsible for motivating and driving environmental issues. They agreed that to make real 
improvements, it is important that environmental issues are driven by management and that this 
commitment is communicated to maintain momentum throughout the company.
4.4 Nokia cares for the environment
Nokia wants to be recognized as a company who cares for the environment. So the Environment Group 
were keen to know what employees thought about this aspiration and why they think a company does or 
does not care for the environment.
The focus groups showed that many participants felt that it is important for Nokia to care about the 
environment. Some employees thought that as a big company, Nokia should set an example. One 
participant said Nokia should care "...because it's right across the world and it's producing products at an 
enormous rate". Others felt that it is important to care about the environment in order to "...protect the 
brand and business ". Caring for the environment was also seen as being in line with the company culture.
It was also clear that from the focus groups, participants saw that direct evidence o f company 
environmental initiatives (i.e. site and office based initiatives) around them in their working environment 
give an indication o f an environmentally responsible company. If a company is addressing the everyday 
issues, then is it also addressing the other environmental issues. The types of initiatives discussed were 
simple activities such as promoting paper recycling, drinking can recycling bins, energy saving schemes 
and encouraging the use of NetMeeting to reduce travel.
4.5 Issues that need addressing
To gain information on employee expectations for environmental issues within Nokia, the focus groups 
also attempted to identify any further issues that the employees felt could or should be addressed. This 
would help to see how Nokia might improve its performance to meet its employees' expectations.
13 The "Nokia Values are expressed as part of the "Nokia Way": Customer Satisfaction, Respect for the 
Individual, Achievement, Continuous Learning
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Participants said that they would like to know more about environmental activities within the company; 
thus communication was identified as an issue which needs to be addressed. People said that through 
knowing more about Nokia's environmental initiatives and successes this would give them a "feel good 
factor". It was also suggested that raising the profile o f these activities within the company would also 
result in more people thinking about environmental impacts within their own work. For example, one 
participant said:
"... if  you want environmental issues to be ... implemented in greater numbers then lots o f us need to be 
thinking about it more"
At the moment Nokia communicates its environmental work through a number o f different channels, for 
example through internal and external webpages, annual Environmental Reports and regular articles in 
Nokia magazines. Some participants suggested that an interesting way to communicate about these issues 
might also be through an environmental workshop or road show.
5. Key Messages & Conclusions
This study has elicited a wealth of information regarding the current status o f employee views and 
concerns towards Nokia environmental issues. It has also raised a number o f key messages for Nokia; 
some of these can be addressed in the short term whilst others have more long-term implications. Some of 
the conclusions are as follows:
The awareness of environmental issues demonstrated by the participants was found to be quite good. 
Obviously some participants were more informed about environmental issues than others; however 
the concerns and the reasons behind them did not vary significantly according to awareness.
Whilst people talked about a wide range o f environmental issues they saw associated with Nokia, 
many wanted to know more about what was happening within Nokia to manage environmental issues. 
People were particularly concerned about the recycling of mobile phones so information on the EoL 
management program is important.
People talked about many different green issues, which they saw as environmental issues. Some of 
these were local (such as recycling, pollution from cars, traffic congestion) and some were 
manifesting on a global scale (such as Climate Change, deforestation); both were discussed quite 
comfortably. However the participants associated 'environmental issues' with much more than just 
traditional 'green'; issues, they were seen to encompass health issues and social issues as well 14. This
14 It may also be that the reverse is true however, that social issues are seen to encompass health and 
green issues.
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perspective on 'environmental issues' is in line with the thinking on Sustainable Development which 
argues that environmental, social and economic issues all need to be considered in conjunction with 
one another to ensure that all areas of concern receive equal attention.
O f all the different topics discussed within the focus groups, environmental issues associated with 
people's routine work, was discussed the least. As highlighted, people tended to identify more with 
day-to-day environmental issues than any environmental impacts resulting from their professional 
activities and decisions. As within Nokia it is believed that the environmental is everybody's 
responsibility, initiatives which encourage employees to think about the wider implications of their 
work are very important to promote a sense o f individual responsibility.
The study showed that local environmental activities are an important indicator to employees of 
Nokia's approach to environmental issues. They also help to increase the profile and employee 
awareness of environmental issues. For if environmental issues are made part o f the working 
environment through visible initiatives such as recycling bins, they would become more common 
place, more people would see them and would therefore be more likely to think about the 
environment within their work.
This information has provided Nokia with a benchmark of the environmental views and concerns o f their 
UK employees and also highlights areas where improvement measures that can be taken to move forward. 
The results from this study have been fed back to the focus group participants, the UK site management, 
and other relevant Groups within the company. The next step is to see how this information can be acted 
upon.
Since starting these focus group sessions Nokia has published a leaflet called "Nokia in Brief, 
environment'. This is proving a good example o f an easy to read, short but informative way of 
communicating Nokia's key environmental programs to people both inside and outside o f the company. 
The company is also considering other opportunities for improvement._ ;
Nokia also now has an insight into the kind of information that could be expected from carrying out 
another internal study of this nature. Experience has also been gained from carrying out the process, for 
example of the practical problems associated with sampling, the facilitation of focus groups and the 
response towards a study such as this. This experience will inform the next phase of the study, to assess 
the concerns of stakeholder external to Nokia.
335
Engineering Doctorate Abi Oxley Green
6. Using Focus Groups in Stakeholder Participation
The study showed that as a method, focus groups work well to provide a sound understanding of 
stakeholder concerns and perspectives. The group situations help to encourage conversation and give 
people confidence to talk about issues. Although focus groups were quite a new concept for many 
participants in this study, the feedback highlighted that the aspect most enjoyed about the sessions was the 
opportunity to engage in open discussion with others. It was also found that the discussions acted as a 
learning forum in some cases, either about the environmental group itself, the work it is doing or through 
participants sharing information. It is true that group and individual discussions can produce different 
perspectives on the same issue, but it does not necessarily follow that one result is true and another false. 
We spend most o f our lives interacting with others within groups so it is natural that people's actions and 
opinions can change according to the social situation in which they find themselves (May, 1997). 
Although people's views did not appear to change dramatically during the discussion it was clear that 
discussion helped to define and enabled people to articulate their views towards environmental issues.
Focus groups do provide access to a large number o f views in one sitting; however on a practical note this 
meant that it was often difficult to find a suitable date to assemble everyone together in the same room for 
the necessary 1 % hrs. It is therefore necessary to be flexible when agreeing a date. The cassette recordings 
produced from group discussions are also more difficult to transcribe than one-to-one interview sessions: 
a VA hour session can take up to 10 hours to fully transcribe even with the help of an audio-typist.
Co-ordinating focus groups is time consuming and the facilitation and data analysis require training and 
practice. As a result there is a tendency for companies to employ consultants to carry out focus groups. In 
many cases employing the assistance o f external consultants with research expertise may be necessary and 
provides the additional benefit o f the perspective o f an independent party with no vested interest in the 
results. Employing consultants raises the possibility, however, that companies may avoid engaging openly 
and directly with their stakeholders (Irwin, 2001). One characteristic of stakeholder participation is that 
the process seeks "...to encourage understanding and relationships across sectoral, cultural and 
ideological divides" (Acland, 2001). Many of the invisible benefits such as understanding and trust are 
built during the dialogue process. If this part is entirely given over to another party, then the opportunity 
o f building upon these stakeholder relationships can be lost. Direct company involvement in the process 
illustrates to the stakeholders that their view and perspectives are being taken seriously and will be fed 
back to the company and used to inform decisions. In contrast it is much easier for companies to ignore a 
consultant's report with which they have had no involvement other than financial funding. Thus if  
companies use external parties it is important that they work in close partnership with company staff.
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7. Final Comments
Stakeholder Participation aims to facilitate more informed decision-making and to enable discussion 
which can bring about change. However taking stakeholders into consideration does not necessarily mean 
that their needs and interests are always accommodated; instead it means "..:that they are fully understood 
and that mutual accommodation can be achieved with multiple sets o f needs and interests understood and 
considered" (Waddock, 2001). Stakeholder Participation is still a rather new concept for companies but 
the importance and potential value of stakeholder participation is rising. For a company to realise full 
benefit, it is essential to pursue a structured engagement process which is open and transparent, and to 
make commitment to using the results to direct change within the company. The study presented in this 
paper is the result o f an internal process: Nokia looking at Nokia. However it is a proactive form of 
Stakeholder Participation involving real dialogue and provides a starting point from which to build by 
moving on to external stakeholders.
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A B S T R A C T
T O  D R IV E  P E R F O R M A N C E  IN  S U S TA IN A B LE  D E V E L O P M E N T  TO  
ENSURE L O N G  T E R M  SUCCESS, IT  IS  IM P O R T A N T  F O R  A  C O M P A N Y  
L IK E  N O K IA  T O  U N D ER STA N D  T H E  E X P E C T A T IO N S  O F T H E IR  
S TA K E H O LD E R S . K E Y  S TA K E H O LD E R S  IN  T H E  E N V IR O N M E N T A L  A N D  
S O C IA L  D IM E N S IO N S  O F S U S T A IN A B IL IT Y  A R E  T H E  C O M P A N Y ’S 
E M P L O Y E E S  A N D  C O NSUM ERS. A  P R O G R A M M E  O F Q U A L IT A T IV E  
S O C IA L  R E S EA R C H  HAS B EEN  C A R R IE D  O U T  T O  G A IN  A  D E E P E R  
U N D E R S T A N D IN G  O F E M P L O Y E E  A N D  C O N S U M E R  E X P E C T A T IO N S  A N D  
PER SPEC TIVES  TO W A R D S  N O K IA , T H E  E N V IR O N M E N T  A N D  S O C IA L  
R E S P O N S IB IL IT Y . T H IS  S TU D Y  IN V O L V E D  A  N U M B E R  OF FO CUS G R O U P  
SESSIONS W IT H  E M P L O Y E E S  A N D  C O N SU M ER S IN  F IN L A N D , C H IN A , US 
A N D  B R A Z IL . IN  TH E S E  SESSIONS, P A R T IC IP A N T S  DISCUSSED T H E IR  
V IE W S  O N  ISSUES SUCH AS R E C Y C L IN G , T H E  E N V IR O N M E N T A L  A N D  
E T H IC A L  ASPECTS OF T H E  SUPPLY C H A IN , N O K IA  F A C IL IT IE S ,  
M O B IL E  C O M M U N IC A T IO N S  A N D  H E A L T H , E M P L O Y E E  R E L A T IO N S  
A N D  C O M M U N IT Y  IN V O L V E M E N T . L O O K IN G  A T  H O W  A T T IT U D E S  A N D  
P R IO R IT IE S  V A R Y  F R O M  C O U N T R Y  T O  C O U N T R Y , T H E  F IN D IN G S  O F  
T H IS  R E S EA R C H  H IG H L IG H T  H O W  N O K IA  IS  P E R C E IV E D  T O  BE  
P E R F O R M IN G  IN  TH E S E  AREAS F R O M  A N  E X T E R N A L  A N D  IN T E R N A L  
V IE W P O IN T  A N D  P R O VID E S  A N  IN S IG H T  IN T O  PEO PLES’ 
E X P E C T A T IO N S  F O R  N O K IA .
Keywords: Stakeholders, qualitative research, employees, consumers, environmental 
performance and corporate social responsibility
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1.0 INTRODUCTION
To drive performance in sustainable development to ensure long term success, it is 
important for a company like Nokia to understand the expectations of their 
stakeholders. Nokia's stakeholders are those who can affect or who can be affected by 
the organization's operation and include employees, customers, suppliers, 
shareholders, authorities and citizens of communities and societies in which the 
company operates. In environmental and social responsibility, employees and 
consumers are key stakeholder groups for Nokia.
Employees are a critical stakeholder group for Nokia because they play a key role in 
driving the company's performance in environmental and social responsibility issues in 
order to meet stakeholder expectations. As a company, Nokia is also responsible for 
employee wellbeing, as part of Corporate Social Responsibility (CSR). Research shows 
that employees do pay attention to the way in which their company deals with the 
Environment and social responsibility [1] and more recently that sustainability is seen 
as vital to the profitability of any company [2].
If consumers make it clear through their spending choices that they want greener 
products or environmentally responsible firms, changes will sooner or later sweep 
through industry [3]. Although research indicates that environmental issues only play a 
decisive role in the purchasing decisions of a minority of consumers [4-5], it is difficult to 
ignore recent studies which show that as a whole, consumers are becoming far more 
concerned about the environmental and social responsibility of companies and their 
products [6-8].
This paper outlines a case study that was carried to investigate employee and 
consumer attitudes towards Nokia, the Environment and social responsibility. Section 2 
outlines the methodology of the case study and the aims of the research are listed in 
Section 3. The research findings are then presented in Section 4 and finally 
conclusions together with a few comments on the continuation of this project are 
detailed in Section 5.
2.0 METHODOLOGY
In order to develop a better understanding of employee and consumer perspectives, 
the study was directed to a form of qualitative research. Several qualitative methods 
were considered and focus groups were selected as the main investigative tool. The 
reason for this was twofold: focus groups like interviews, enable the researcher to get a 
detailed understanding of people's feeling and motives [9] however focus groups 
provide access to a larger number of views in a relatively short amount of time [10]. 
Secondly, there is evidence that the safe conditions provided by the group atmosphere 
encourage participants into an interactive discussion [11-12]; this would be particularly 
valuable as environmental and social issues are not necessarily a topics which people 
normally think about in depth.
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In order to determine where the research was going to be carried out, each stakeholder 
group was taken in turn and a number of locations were identified for each. Employee 
locations were selected primarily according to places of largest number of personnel. 
Consumer locations were selected according to market and potential market sales and 
were also chosen to provide access to different levels of environmental awareness. The 
chosen locations were as follows:
• Employees: Finland, US, China
• Consumers: China, Brazil
An external Research Agency was contracted to assist with the research in China and 
Brazil.
2.1 Employees
It was decided that employee participants would be selected according to management 
level. Sampling lists were obtained from the local HR departments, who stratified the 
sample population according to job grade. Potential participants were then chosen at 
random from the following departments:
Table 1. Participant Departments
• Administration
• Communication & Public Relations
• Engineering (inc Software and Hardware)
• Manufacturing
• Sales & Marketing
• Sourcing
Business Development 
Design
Human Resources 
Marketing Research 
Site Facilities
Participants were recruited through a series of emails and took part on a voluntary 
basis. Each focus group session lasted VA-2 hours and was held on site, except in 
China where the sessions were held in a viewing facility. Eleven discussion groups 
were completed in total:
341
Engineering Doctorate A bi Oxley Green
Table 2: Summary of Employee focus groups
Location Group type Facilitation language
Finland (Oct. '02)
1 x Non-management
Finnish1 x Middle management
2 x Senior management
EnglishUS (Dec. '02)
1 x Non-management
3 x Middle management
1 x Senior management
China (Oct '02)
1x Management
1 x Production workers Mandarin
2.2 Consumers
Consumer focus group sessions were conducted in China and Brazil. Each session 
lasted VA - 2 hours and participants were given a small incentive for their time, 
organized through the research agency. The groups were as follows:
Table 3: Consumer focus groups
Country Group description Mix
Brazil 1 x workers, age 30 -  40
1 x workers & students, age 
18-30
Both groups were 50% Nokia owners, 
50% mix of Motorola, LG, Ericsson, 
Samsung
China 1 x workers, age 20 -3 0  
1 x workers, age 30-40
50% Nokia owners, 50% mix of 
Motorola, Samsung, Siemens, TCL,
3.0 RESEARCH AIMS
As highlighted, the aim of the study was to identify the nature of employee and 
consumer attitudes towards environmental and social issues specific to Nokia. In 
particular the study aimed to:
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- Understand people's attitudes towards environmental and social issues and identify 
priority issues
- Assess how environmental and social factors impact on people's views towards 
companies
- Gauge perceptions of Nokia's performance in environmental & social issues, and 
determine priority issues for Nokia
- Identify which environmental and social issues are associated with Nokia, the 
attitudes towards these and expectations towards specific areas of environmental 
and social responsibility within the company
- Assess what environmental and social issues Nokia could or should be addressing.
For employees, this study also aims to:
- Determine to what extent, if at all, people consider environmental and social issues 
within their own work and the reasons why.
4.0 RESEARCH FINDINGS
It would not be practical to provide an inclusive account of the focus group results 
within this paper; therefore it was decided to present some of the main findings and 
also to focus primarily on those findings relating to environmental issues rather than 
social issues. The results are presented in the following five sections.
4.1 Attitudes and awareness of wider environmental and social issues
In order to encourage people to start thinking and talking about environmental and 
social issues as a whole, each focus group session was started through asking whether 
or not participants were concerned about any national or international issues and to 
identify what they saw as the problem issues for today. Participants identified a broad 
range of issues as environmental and social concerns, but there was generally more 
interest in issues which impacted people's local surroundings or their daily lives. This 
was particularly true for participants within the Chinese focus groups where concerns 
were centred upon pollution and education. In the US, participants living around Dallas 
also saw local air pollution as a key environmental concern. In Finland, many 
participants focussed their concerns on pollution from oil vessel traffic in the Baltic Sea 
and fur farming. On the whole, local issues were perceived as more concrete, having a 
clearer impact on general wellbeing and because it was often easier to identify who 
was responsible for causing the problem, local problems were seem as more
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manageable. In contrast global problems were seen as much more complex and 
somewhat overwhelming, so people thought that it could be difficult to make 
judgements about their cause and effects and therefore know how to address these 
issues. This finding suggests that environmental and/or social community initiatives 
with a strong local focus are more likely to yield better recognition and support than 
those which focus on global issues.
In the US, many participants felt that recent events, such as the '9/11 ' terrorist attacks 
and the accounting scandals at Worldcom and Enron, have raised the issues of 
corporate social responsibility on people's barometers. In China, many felt that 
environmental and social situations were improving, especially after Beijing's win to 
host the 2008 Olympic games. Although there was a general sense amongst Finnish 
and American participants that environmental and social issues as a whole are 
becoming more important; "it’s not going to be less of an issue in the future; it’s 
probably going to be more of an issue in the future" (Employee, Finland), the level of 
interest and concern for the wider and external issues varied amongst individuals rather 
than countries. Finnish participants appeared to be most informed about environmental 
issues, followed by American and then Chinese group members. In China, the older 
participants tended to be more aware and interested in environmental issues than the 
younger ones. A possible explanation for this is that older participants had experienced 
the most changes in environmental standards and also many of the older participants 
had children who, it is often claimed, show more concern towards environmental issues 
than those who do not have children [13], such as the younger participants.
4.2 Corporate environmental and social responsibility
Participants within both employees and consumers groups had a good grasp of the 
emerging corporate environmental and social responsibility agenda. Companies were 
seen to have a responsibility to the society and environment where they are based and 
as such, commitment was seen to support a positive brand image and ultimately 
profitability and long term growth.
Participants also discussed to what extent companies should be responsible. Although 
views were quite varied, there were some consistencies within countries. In China, it 
was generally agreed that companies should follow governmental laws and regulation 
and that they could go beyond this, to a certain level. In Finland and the US, 
employees' expectations varied from meeting the legal requirements to taking 
responsibility towards and driving these issues, to being industry leader. For example it 
was felt we can not just rely on individuals’ activities to solve environmental problems; 
companies have responsibility and can have great influence:
"They do have, companies in themselves, we talk about people have 
responsibility, companies definitely have responsibility, because no matter which 
way we look at it, politically they have a very big influence, ...they have an 
influence about what laws are being passed". (Employee, US)
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However it was felt that supporting these issues should not come before protecting jobs 
and the company. It is important to note that many participants were sceptical and felt 
that at the moment, industry as a whole is not taking enough responsibility and 
company activities in environmental protection and social responsibility are often driven 
in reaction to legislation or done for PR reasons: "I think that there's a tendency to 
almost do- it as a PR thing" (Employee, US). However participants in China 
acknowledged that companies' commitments could be based on their own commercial 
gains, but thought that their efforts could still bring benefits to society. It was also 
agreed amongst US participants that ultimately the motivation for the effort was less 
important than the impact of the effort, so if good was done, even for the “wrong” 
reason, it was still good. However many felt that companies need to be careful about 
promoting commercially driven initiatives, as "caring" for the environment and 
community.
4.3 Expectations and priority issues for Mobile Phone companies such as Nokia
When discussing Nokia's environmental and social performance, consumers within the 
groups looked for specific examples or tended to base their views on the company's 
image. It was evident that Nokia has established a positive reputation for environmental 
and social responsibility in China, largely through their local community initiatives. 
However awareness of Nokia’s commitment in Brazil was low. Consumers in both 
markets, however, recalled the Nokia brand favorably, as young, funky, trustworthy and 
positioned it as a leader in its field. As such, Nokia was seen as a well organized 
company and there was therefore an expectation for Nokia to have good environmental 
processes in place.
Specific consumer expectations of mobile phone companies such as Nokia were mainly 
focussed around environmental issues. Priority issues included "end-of-life" recycling 
initiatives, especially for batteries and more broadly for plastics and metals; it was also 
believed that Nokia should look after it's own activities such as energy saving, good 
environmental practice (adherence to IS014001 type initiatives) and also good staff 
welfare. This importance of demonstrating consistent values was felt strongly by 
participants within groups in Brazil. Consumers within both markets also felt that 
companies should show continual commitment to environmental and social 
responsibility rather than “one day here and there”.
Employees in US, Finland and China believed that Nokia was a good corporate citizen 
in addressing environmental and social issues. It was also felt that being responsible 
for and minimizing the environmental and social impacts arising from a product's life­
cycle should be considered as a basic requirement, as part of good business practice 
and in order to protect and maintain the brand. Even those employees who were not 
aware of the details of specific environmental or community programs expressed a 
'trust' that the company would be taking care of and addressing its negative impacts. 
Many also felt that the company could promote more of its successes both internally
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and externally but it was widely agreed that any communications should be done 
carefully and not 'over the top', so as to be in keeping with the "humble Finnish way".
Similar to the consumers, employees felt that it is important for Nokia to "keep it's own 
house in order" both environmentally and in terms of employee wellbeing. Other priority 
issues were seen as "End-of-Life" recycling initiatives, supply chain issues, health 
effects of mobile phones and the safety issues associated with using phones in cars. 
Employees recognized that as market leader Nokia sells millions of phones, which are 
ultimately Nokia's responsibility at end-of-life. Although some participants were aware 
of Nokia take-back schemes, there is obviously an opportunity to raise awareness of 
these facilities, a message which has been communicated back to the relevant 
Environmental and Communication teams within the company. Supply chain 
management was seen as a priority issue due to the potential risks that arise from 
extended supply chains. Even though Nokia specifies 'Environmental Supplier 
Requirements' and conducts supplier audits, people felt that inevitably it is difficult to 
control long supply chains and to know what is happening at your supplier’s, supplier’s, 
supplier’s supplier.
Public perception towards the potential health effects associated with mobile 
communications was brought up as an important issue for Nokia, while the more recent 
issue of personal safety associated with using mobile phones whilst driving was raising 
an important issue amongst US participants. This was not totally unexpected due to the 
recent press coverage of this issue within the US. Participants felt that although it is not 
always easy for companies to identify their more extended social impacts, they do 
nevertheless have some responsibility for these aspects.
4.4 Taking personal responsibility
In order to make environmental considerations a part of every day work and to help 
identify areas and opportunities for improving environmental performance, in a global 
company such as Nokia it is imperative that the environment is "everybody's business". 
It was therefore useful for Nokia to see whether employees not working within the 
environment group really do consider environmental issues to be part of their work, and 
also how they integrate them into their work.
It was found that employees did take responsibility and endorse environmental issues 
and that these were already integrated into their work. For example participants 
working within a production environment ensured waste materials were sent for 
recycling, as this was part of the site’s Environmental Management System. Engineers 
considered environmental aspects when they were part of their design process, in 
accordance with the Design for Environment process. However, where there were no 
specific instructions, people could not always see a direct link between their own work 
and any environmental impact, which meant that environmental issues were often seen 
as an expert issue. The exceptions to this were day-to-day activities (e.g. paper 
recycling) where there was a link. This is a positive finding for site environmental
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issues, for example encouraging office recycling as part of the Environmental 
Management System, but poses a challenge in other environmental areas. It was 
suggested that environmental issues were really something that people needed to "live 
and feel". One of the actions from this study has been to consider the opportunities for 
linking teambuilding with volunteering on environmental community projects. This is 
particularly relevant, within the US, where it was discovered that employees value 
volunteering activities highly.
To see whether a good reputation in environmental and social responsibility affected 
people's purchasing tendencies, consumers and employees (as consumers) were 
asked whether they ever considered environmental and social issues when buying 
products within their own personal life. Ethical considerations were made within 
purchasing decisions of Finnish participants, but were not strongly considered by 
participants in the US focus groups and have yet to make a significant mark in China 
and Brazil. It was widely agreed amongst Finnish and US participants that product 
information was not always easy to find and people were skeptical of whether the 
information on labels could be trusted, for example:
"It is like, when you get the information is it from a trustworthy source or and how 
much of this is true and is it like, funded by the competitors you know and is it 
really hard to read through all the, orbe arsed to find out what really is going on 
you know" (Employee, Dallas)
This finding highlights the message that product information and labelling needs to be 
easy to understand, readily available to the consumer and trustworthy.
4.5 Difference between countries and groups
Having carried out the focus groups in four very different countries, it perhaps 
interesting to examine how the discussions varied between countries and indeed 
groups. One of the most obvious observations was that there was much more 
emphasis on environmental issues as a subject rather than community issues within 
the Finnish and Chinese groups, whereas in the US the reverse was true. Finland, as a 
Scandinavian country has a long tradition of concern for environmental issues and 
China (Beijing), as mentioned above, has recently experienced a big drive for improving 
environmental standards, particularly air quality, in preparation for the 2008 Olympic 
games. In Dallas, however, quite a few participants talked about how they had made 
community volunteering a key part of their family life and it was clear that in Dallas the 
church does play a major role in how respondents contribute to their communities. In 
Brazil, it was evident that people are currently facing some severe challenges in their 
society, for example concerns included corruption, kidnapping, poverty and high 
unemployment. However non of these concerns were framed as 'social' problems but 
instead were linked to other parts of their daily lives and participants were also 
optimistic about the future, particularly in the wake of the recent elections.
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Looking between groups, managers tended to have a broader understanding of 
environmental and social issues whereas non-management participants took a more 
practical viewpoint and tended to focus more on practical, site and day-to-day issues in 
comparison. Participants working within manufacturing, R&D and more technical roles 
were also more aware of Nokia environmental programs than those working in support 
functions. However they were not necessarily more interested in these issues than 
others.
5.0 CONCLUSIONS AND CONTINUATION OF RESEARCH
This paper has presented the major findings from the focus group study. On the whole, 
this study has provided a detailed insight into how Nokia employees and consumers in 
four different countries view environmental and social issues and their significance 
within the company. It has also raised a number of key messages for Nokia; some of 
these will help to inform internal communications and training, some raise issues that 
can be addressed in the short term whilst others have more long-term implications. The 
principle conclusions are as follows:
• Participants strongly believed that companies do have a responsibility for their 
environmental and social impacts, not only for those arising from their sites but 
also from up and down their product life cycles. However, people believed that 
taking responsibility and proactively addressing these issues, would benefit the 
company’s brand and/or company reputation.
• Both employees and consumers were aware of and discussed a number of 
wider environmental and social concerns, but generally, there was more interest 
in and concerns were centred on, issues which impacted people's local 
surroundings or their daily lives. Community involvement projects which focus 
on local issues,-illustrate that companies are in touch with community needs and 
are more likely to yield better recognition and support than those which focus on 
global issues. For example, Nokia has established a positive reputation for 
environmental and social responsibility in China, largely through the company’s 
community involvement projects.
• Participants understood that from a business perspective, companies' 
commitments can be based on their own commercial interests. However 
companies need to be careful about positioning and promoting commercially 
driven initiatives, as "caring" for the environment and community.
• As a telecommunications company, participants identified Nokia's priorities as 
end-of-life, supply chain management, health issues associated with mobile 
communications, employee well-being and the safety issue of using mobile 
phones in cars.
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• When people could not see a direct link between their own work and any 
environmental impact, environmental issues were often seen as an expert 
concern. Understanding to what extent employees consider environmental 
issues within their own work highlights the challenge to make environmental 
issues a part of "everyone's business". However the study indicates that 
employees understand the language of environmental responsibility and many 
made suggestions as to how they would like to learn about these issues.
This focus group study is one part of a larger research project, which is investigating 
how stakeholder dialogue can be used to help inform company decision-making in 
environmental, employee relations and community activities. The results from this 
employee and consumer study are currently being fed back to the relevant issues 
owners within the organization, who are responsible for managing these issues and 
taking action. The next step will involve tracking how the information from this study is 
used by the issue owners, for example to help direct existing projects or even to drive 
actions for change. This will provide the evidence as to how proactive stakeholder 
dialogue can bring value to a company.
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Introduction
Over recent years, companies from all industrial sectors have com e to recognise the 
need for their activities to be environmentally and socially acceptable. There are 
many pressures on today’s companies, which can be grouped according to their 
origins in society, and involve a number o f  different stakeholder groups15. For 
environmental issues these include consumers, governmental and legislative bodies, 
financial bodies, non-governmental organisations (NGO's) and increasingly other 
groups both up and down the supply chain, all o f  whom  have their ow n set o f  
concerns and priorities. Consumers are an important stakeholder group for 
companies as they affect directly their primary purpose o f  providing goods and 
services to society. Although research indicates that environmental issues only play a 
decisive role in the purchasing decisions o f  a minority o f  consumers (Frankel 1998, 
Stevels 2000), it is difficult to ignore recent studies which show  that as a whole, 
consumers are becoming far more concerned about the environmental responsibility  
o f  companies and their products (MORI 2000; DETR 1999). In addition, all 
companies must adhere to and are affected by regulations, policies and increasing 
legislation regarding the environment (ENDS; OECD 2000). The advent o f  the D ow  
Jones Sustainability Index (DJGSI) and the FTSE4GOOD Index16 highlight the 
rising interest to assess companies according to their environmental, social and 
ethical behaviour and further to this, many organisations now  expect the companies 
they do business with to meet certain environmental requirements. For example, 
NTT DoCoM o Inc (Japanese cellular phone operator) announced that they w ill stop 
doing business with any firms that have not yet implemented environmental 
measures (Nikkei BP AsiaBizTech 2001). It is also recognised that NG O s are
15 By definition stakeholders are those '...who affect or who are affected by an organisation's 
operations' (Freeman & Reed, 1983; Elkington, 1999)
1 Can be found at http://www.sustainabilitv-index.com/ and 
http://www.closefm.com/ftse4qood/index.html respectively
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becoming ever more influential in encouraging organisations to acknowledge greater 
environmental and social responsibility either via public opinion or through direct 
influence (CH AINHT. 2000).
Alongside the expectations o f  consumers, regulators and NG O s, pressure is also 
increasing from additional groups such as the media, trade associations and 
competitors. At the same time companies are acknowledging increasing 
responsibility towards the groups in society who they them selves affect (Elkington, 
1997). Several organisations also suggest that considering and involving  
stakeholders and their concerns within company processes is now a critical part o f  
being successful in the long term, in a business, social and environmental sense; thus 
helping companies m ove towards sustainable development (GRI 2000; USD 1999). 
Indeed, there are national and international conventions that outline the importance 
o f  addressing stakeholders and their concerns within decision-making. For instance 
Agenda 21 (Chapter 8) instructs that to improve decision-making processes, 
organisations should allow  the public access to relevant information, facilitate the 
reception o f  public v iew s and allow for effective participation (United Nations, 
2000). However, despite stakeholder participation being widely accepted in the 
public sector, and used to a certain extent within some business management 
processes, there is no systematic method for its application within company decision  
making.
This paper presents the case for involving stakeholders within company decision­
making processes, defined here as stakeholder participation. Although useful within  
many forms o f  company decision-making, this paper refers mainly to its use within  
product development. The term 'stakeholder' has become very fashionable in 
corporate jargon, and reference to stakeholder involvement activities has becom e a 
popular inclusion in company reports, however there is still much confusion about 
how  to identify and prioritise stakeholders and what stakeholder participation 
actually represents. This paper defines stakeholder participation as encompassing a 
range o f  different levels o f  involvement and suggests that companies should operate 
at the m ost appropriate level for them and the decision they are trying to make.
Why do w e need to involve stakeholders? -
Stakeholder participation processes have been widely accepted and utilised in the 
public sector for some time. For instance, Article 10 o f  the 1992 Rio Declaration on 
Environment and Development states Environmental issues are best handled w ith  
the partic ipation o f  a ll concerned citizens, at the relevant level’. In fact, Chapter 10 
on The Integrated approach to the planning and management o f  land resources o f  
Agenda 21 specifically promotes stakeholder participation in land use decisions17. 
Earlier than that, the EC Directive 85/337/EEC on Environmental Assessm ent 
established the right o f  the public to comment on planning applications, a principle 
which covers in the U K  all planning applications. Seargent & Steele (1998), for
17 Chapter 10.7: Governments at the appropriate level, in collaboration with national 
organizations and with the support of regional and international organizations, should 
establish innovative procedures, programmes, projects and services that facilitate and 
encourage the active participation of those affected in the decision-making and 
implementation process, especially of groups that have, hitherto, often been excluded, such 
as women, youth, indigenous people and their communities and other local communities.
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instance, offer guidance on how  this can be done. We propose in this paper that 
stakeholder participation could also provide companies with more (and different) 
benefits than a reliance on traditional non-consultative processes. These benefits 
arise from both the information gained by participation and also through the process 
o f  participation.
Levett (2000) provides an insight into the benefits that can be gained by involving 
people in decisions relating to sustainable development. Highlighting basic 
principles, he considers that people should have a democratic right to voice their 
view s in decisions that affect them. He also suggests that participation is a logical 
necessity when trying to understand individuals' values and understanding. This 
understanding o f  stakeholder perspectives and the knowledge that can be offered 
from the different groups involved can only help to inform the decision making 
process. Whilst Levett’s work is also linked to the public sector, other examples o f  | 
beneficial stakeholder participation can be drawn from business management. In 
many companies, particularly consumer goods companies, marketing departments 
have invited consumer (passive) participation in product development for many 
years; they ascertain the perceptions and demands o f  consumers regarding product 
preferences to aid product development. A  number o f  companies have also 
recognised for some time the role o f  participation in their own environmental 
management improvement programmes (Wolters et al, 1995, Klinkers et al, 1995), 
as part o f  their environmental reporting strategies (ten Brink et al, 1996) or as part o f  
strategic decision-making (Isaacs, 1993).
It is recognised that the environmental and social concerns o f  society are reflected in 
legislation and regulations, which companies then have to abide by. H owever by 
seeking stakeholder concerns, companies may be able to pre-empt the evolution o f  
legislation and emerging issues in the future. Stakeholders can also exercise their 
preferences as consumers through their purchasing decisions -  this being the 
traditional economic v iew  (Friedman, 1970) . However in today’s fast m oving  
business climate this is a delayed feedback route for such information and is a very 
reactive way o f  responding to consumer demands. By actively seeking stakeholder 
perspectives through a process o f  stakeholder participation, not only is the feedback 
loop between the company and stakeholders m uch quicker, but it is proactive and the 
information generated can be used to direct decisions much earlier (see Figure 1).
There are also benefits to be gained from carrying out the process o f  stakeholder 
participation. For example, to get environmental and social decisions accepted within 
typically non environmental and social areas, 'ownership' is often key; people are 
more likely to accept a decision and therefore sustain the changes that they feel they 
have contributed to making
Building upon the above arguments and drawing upon the experiences o f  the public 
sector, it is proposed here that stakeholder participation is important for companies 
to:
Take on the challenge o f sustainability. Being committed to sustainable 
development means companies are responsible for assessing the needs and concerns 
o f  their stakeholders and incorporating them into decision-making processes in order 
to facilitate more socially acceptable decisions (USD, 1999). Some organisations are
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also undergoing a value shift as to what their role and responsibilities to society  
should be (Zadek et aL 1997). Engaging stakeholders is a key part o f  this.
Figure 1. Faster response time. (Ernst & Young et ah 1999)
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Provide a more efficient method for ascertaining and keeping track o f stakeholder 
concerns. A  better understanding o f  stakeholder perceptions and values may 
highlight environmental and social issues that need addressing. It w ill provide 
information to enable companies to prioritise important environmental issues and 
useful information for internal training and communication. It may also identify a 
need for integrating environmental issues into business processes. Stakeholder 
perspectives are dynamic; it is therefore important to keep up to date with their 
evolving concerns in order to be proactive in environmental and social activities 
(Novo Nordisk's Enviromental Report, 1997; Zadek et al, 1997). We propose that the 
more informed a decision is, the more responsible and acceptable it w ill be. Pre­
empting market changes may also help to gain and maintain competitive advantage.
Reconcile controversial or potentially difficult issues. Getting stakeholder view s  
and perspectives is seen as crucial in helping decision-makers understand a range o f  
view s regarding complex problems. Levett (2000) argues that the process o f  
stakeholder involvement will educate those involved about the 'other sides' o f  the 
problem and the consequences o f  the decision. This can help steer them away from  
decisions that could cause problems and towards more socially acceptable solutions 
(W BCSD, 1998).
Maintain and build reputation and respect As environmental and ethical issues are 
becoming more important to society as a whole, companies are now expected to have 
values and policies regarding many environmental and ethical issues (GRI, 2000). It 
is evident that issues such as these may become increasingly important in the future 
when assessing a company's reputation; both the D ow  Jones Group Sustainability 
Index and the FTSE4Good Index consider stakeholder relations within their criteria. 
An open and documented approach to considering stakeholder concerns and 
expectations is important to enable further development, benchmarking and also for
of ntiv behaviour
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environmental reporting (Aeland 2001). Company reporting guidelines suggest that 
stakeholder processes should be highlighted (GRI 2000, ACC A 2000). Involving  
stakeholders in decisions also gains the respect o f  those individuals and people are 
more likely to accept a decision i f  they have played a part in it (ownership).
The list o f  benefits highlights that a change o f  approach is needed to m ove from  
token attempts at stakeholder consideration to embracing real stakeholder 
participation. Yet a m ove from the current kind and level o f  stakeholder participation 
undertaken in companies to a systematic method o f  inclusion w ill involve a much 
larger number o f  individuals and groups and w ill also widen the scope in which they 
are to be included. A s the application o f  stakeholder participation within companies 
is still relatively new, there is little experience from which to learn. A s yet there are 
no systematic methodologies or standard guidelines available for stakeholder 
participation in companies. A s a result, efforts w ill have to be made to extend the 
current stakeholder participation processes and m odify the current company 
approach. The need to ‘hook’ into next section.
Why involve stakeholders in product development?
Stakeholder participation can be used to help inform many company decisions (from  
developing a new strategy to locating a new manufacturing site), however this paper 
focuses on its use to inform decisions made during product development. The 
product development process provides an excellent opportunity for companies to 
reduce the environmental impacts associated with consumer products and processes. 
This is because almost all o f  the properties o f  the product, including environmental 
impacts, are determined in the early stages o f  the development process (Rivera- 
Becerra & Lin, 1999; Stevels, 2000; CHAINET, 2000). There are many terms in the 
literature which denote the integration o f  environment into innovation processes: 
eco-design, design for environment (DfE), green design, life cycle design, 
environmentally sensitive design sustainable product design and others are often 
used interchangeably. Fiksel (1996) outlines the role o f  what he terms 'design for 
environment' as a conceptual crossroads o f  two common corporate thrusts: enterprise 
integration and sustainable development. Enterprise integration involves the 
reengineering o f  business processes in all areas to improve overall business 
efficiency, the foundation for this thrust being total quality management. 
Environmentally conscious product development therefore represents a w ay to 
achieve sustainability and competitiveness at the same time; something that all 
successful companies are aiming for.
For consumer goods companies in particular, consumer demands already have a role 
in driving product development. B y feeding the demands o f  these stakeholders, 
primarily regarding product function, into the decisions made during the innovation  
process, the product is moulded according to their requirements. It is proposed that 
using participation processes to gauge the environmental concerns o f  stakeholder 
groups can also be an important part o f  product development. At the moment, 
however, stakeholder concerns about environmental issues are not considered  
regularly nor directly; those companies that do address environmental issues tend to 
focus on the publicised view s and concerns o f  only a few  stakeholder groups.
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But can today’s companies really afford to continue to ignore social trends? The 
answer is twofold. Firstly, the rapidly growing dissemination o f  environmental 
information makes it more and more difficult not to disclose information about 
pollution behaviour. The main channels in which this is happening is, in the US, 
through the Freedom o f  Information Act and the EPA’s initiatives, including the 
Toxics Release Inventory with all its m ethodological peculiarities. In the EU, all 
information relating to the environment held by government and regulatory agencies 
have becom e publicly accessible with the Environmental Informations Regulations 
1992. A s a result, access to company specific information has becom e much cheaper 
and in a format that allows easy and speedy comparison with other organisations or 
over time. There are now  websites that report on corporate pollution behaviour in the 
UK, Netherlands, parts o f  Belgium , Denmark and Germany. Given such access to 
environmental information, efforts not to disclose specific information can easily 
become a suspect public relations activity.
Hence, secondly, i f  it is difficult to hide corporate behaviour and efforts to do so may 
be seen adversely, are there reasons why stakeholder information and participation in 
the decision-making process can be beneficial for an organisation? From a risk 
communication perspective, Fischhoff (1998) argues that making stakeholders 
partners in decision-making is not only a logical conclusion o f  the risk 
communication evolution over the last 20 years; it also is the most appropriate way  
to improve trust and develop non-adversarial relationships between stakeholders and 
the organisation. Collaboration brings mutual interpretations and sense-making on 
technical data, and, when early, can pre-empt expensive antagonism. One o f  the 
miracles o f  democratic life is the ab ility  o f  lay people ... to master technical material 
when sufficiently motivated... Unfortunately fo r  risk  managers, the motivation fo r  
this self-education often comes from  a fee ling o f  having been wronged. [Is this a 
quote?]
From a product development perspective, involving stakeholders (especially future 
consumers o f  the product) in the product development phase is a well-established  
strategy, initially pioneered by Japanese corporations in the 1960s and 1970s. From a 
business strategy perspective, there has been a discernible shift towards alliances and 
building long-term relationships with stakeholders, initially with suppliers and 
customers, but increasingly with NGOs and local community organisations. The 
main reasons for this shift to consider an increasingly large and diverse set o f  
stakeholders in corporate decision-making range from image and reputation gains 
(Elkington, 1997) the ability to make more econom icially advantageous decisions 
(Lynn & Chess, 1994, Stafford el al, 2000) - especially on land use decisions 
(Brandey, 1998), as w ell as, obviously, have an improved and more competitive 
product (Roy el ah 1998) - A s such it is proposed that by system atically 
incorporating a w ide range o f  stakeholder concerns regarding the environment, 
decisions w ill be both more environmentally conscious and more socially acceptable. 
The key benefits as w e see then, are two-fold:
Firstly, stakeholder perspectives provide valuable insights regarding the values and a 
proactive approach to understanding individuals enables companies to develop in 
response to their expectations. Most o f  the initial environmental efforts to date have 
focused on step-by-step, cost effective environmental improvements o f  existing
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working methods, products and services. These incremental improvements provide 
significant progress in the early stages by capitalising on "low hanging fruit" (the 
easy improvements) (Cramer et a l  1997). However, once these more obvious 
environmental improvements have been made, it becomes much more difficult, and 
potentially more risky, to define further areas for improvement. Identifying the 
environmental concerns and expectations o f  different stakeholder groups can provide 
useful information to help identify the best direction for development and thus 
reduce the risks.
Secondly, environmental initiatives are not always w ell aligned with other business 
strategies and therefore integrating environmental issues into the decision making 
process is not always straightforward (R ef). Gaining a better understanding o f  
people's view s towards the environment and environmental issues (particularly the 
view s o f  internal stakeholders) w ill help to embed the consideration o f  
environmental issues into company processes. N ot only w ill this ensure that 
environmental issues are considered, but also that those involved are more aware o f  
the environmental issues associated with products and the consequences o f  their 
decisions. Involvement within decision-making w ill provide a notion o f  'ownership' 
and the decisions made are likely to be more w idely accepted and therefore 
sustained. It is also likely that including these concerns in decisions and activities 
w ill result in more socially acceptable, and no doubt more competitive, products to 
the market.
Understanding stakeholder participation
So what is stakeholder participation? There are many different terms used to describe 
company-stakeholder interactions; the literature refers to stakeholder dialogue, 
stakeholder involvement, stakeholder partic ipation  and stakeholder engagement, to 
name but a few 18. Whilst these terms are now  commonplace within the pages o f  
company environmental, social and sustainability reports and their web sites19, there 
is still little clarity as to what the terms actually denote and whether each 
organisation interprets them as the same set o f  actions 0£  processes. Indeed the 
different terms have been used to label a wide' range o f  processes and activities, 
carried out for a number o f  different purposes (Pretty & Shah, 1994; Environment 
Council, 2000a; Tomorrow, 1999). It is likely that the choice o f  whether one decides 
upon stakeholder participation  over stakeholder dialogue, or indeed involvement or 
engagement, is purely down to personal preference and interpretation o f  the 
terminology, rather than what it actually implies technically or practically.
In order to define stakeholder participation and to suggest what this would involve 
w e draw upon the typologies o f  participation as described within the literature. 
Stakeholder participation processes (in relation to environmental issues) have been  
much more popular in the public sector (for example Renn et al, 1998; Petts, 1995;
18 The term 'stakeholder participation' is employed in this paper as it encapsulates all of the 
component methods and activities (engagement, dialogue and involvement) associated with 
including stakeholders and their opinions in decision making processes.
19 Examples include Shell (http://www.shell.com). Novo Nordisk 
(http://www.novonordisk.com) and Dow Chemicals 
http://www.dow.com/about/2000pr/pq2.htm).
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Jackson, 2001) and this is where the literature is focussed. Sherry Am stein (1969) 
was perhaps the first to identify a model o f  different levels or types o f  public 
participation. Writing about planning processes in America, Am stein proposed a 
'ladder o f  citizen participation', using rungs to represent eight different involvement 
processes within three general levels o f  'non-participation', 'tokenism' and 'citizen 
power'. The lowest level o f  'non-participation’ refers to levels where people can 
participate within planning, but where the power-holders' objective is to 'educate' the 
participants. In 'tokenism' participants can hear and have a voice but their view s have 
no weight and hence no guarantee o f  influencing the status quo, whilst in 'citizen 
power' participants have increasing degrees o f  real influence over decisions. This 
ladder has since provided the template for many typologies o f  public involvement 
and public participation research, as illustrated in Figure 2. For example, Dorcey et 
al, (1994) propose a spectrum o f  involvement where again, eight different levels are 
defined ranging from 'inform' and 'educate' through to 'ongoing involvement'. In the 
comprehensive Guide to Effective Participation, W ilcox (1994) takes Amstein's 
eight-step ladder o f  participation and proposes five separate stances: information, 
consultation, deciding together, acting together and supporting independent 
community interests. The UNDP (1997) provide a similar outlook on the levels o f  
participation, proposing eight different levels again ranging from 'manipulation' to 
'self-management'. Another model, which again has parallels with the Am stein  
ladder, is the 'typology o f  participation' as proposed by Pretty & Shah (1994). A ll 
these typologies recognise different types or levels o f  participation, each referring to 
a different degree o f  stakeholder involvement.
Although the typologies mentioned above and illustrated in the first five columns o f  
Figure 2 refer primarily to public sector decisions and focus upon a ‘community’ 
perspective, it is possible to identify several key elements which can be applied to 
processes within a company. We identify three key levels o f  participation for 
companies: informative, consultative and decisional.
a) Informative participation is used to describe processes that involve information 
being passed from one body to another. An example o f  this would be advertising 
used to inform stakeholders o f  future plans. At this level, the role o f  the stakeholder 
is only to receive the communication and the participation is passive; the 
organisation has complete control over how  stakeholders are informed and what they  
are told. People may be content with this level o f  communication and may feel 
happy to have been informed; however, such a unilateral announcement can cause 
resentment and protests (Environment Council 2000b). Informative participation can 
involve a two-way dialogue. An example would be carrying out a survey, Although  
such a process is limited as the purpose o f  surveys is generally to generate 
information and there may be no further dialogue between the participants and the 
investigators.
b) Consultative participation refers to a higher level o f  involvement between the 
organisation and the stakeholder(s). At this level, stakeholders are asked for their 
view s and perspectives on an issue or an organisation's plans and/or proposals but at 
a deeper and more exploratory level than within (a); for example a qualitative 
research method may be used. The material generated from this research w ill be fed  
back to the decision-makers and may then be used to influence the organisations' 
plans. Whilst discussing viewpoints and perspectives on issues can raise the
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expectations o f  participants regarding what w ill happen as a result o f  their input, 
involving stakeholders and their perspectives within company projects can result in 
solutions that are more accepted. This information may also highlight potential 
problem areas but the extent to which stakeholders can influence the project or plans 
is limited, as the key decisions may have already been made.
c) Decisional participation refers to the level at which stakeholders actually 
participate in the decision making process. Organisations may involve and interact 
with stakeholders from the beginning o f  their project or plan. This means that more 
view s and knowledge can be shared and considered at an earlier stage and any 
disparate objectives reconciled. Involving stakeholder groups from the outset o f  the 
decision making process and accepting their decisions requires significant 
commitment from the company. Company management must determine whether it is 
ready to address all issues both positive and negative which may be brought to the 
surface (Ernst & Young et al, 1999). In terms o f  long-term success, however, the 
decisions resulting from such a process are likely to be more sociably acceptable as 
the stakeholder groups w ill have been involved in arriving at the decision. The other 
typologies also indicate further levels o f  decisional participation such as 'self 
mobilisation' and 'ongoing involvement’ that refer to an ultimate level o f  
participation: for the stakeholders to be self-motivated and actively involved in the 
ongoing development o f  a project. It is likely that for companies this w ould mean 
that stakeholders would seek involvement and claim their stake in the decision­
making process.
For more environmentally conscious product development, a form o f  consultative 
participation  would be the most appropriate. We are not suggesting that a 
stakeholder participation process is carried out specifically for every decision or 
even every product, for it is likely that much o f  the information regarding 
stakeholder environmental perspectives can be used genetically and implemented 
within the development o f  many different products. For example stakeholders may 
highlight particular concerns towards energy consumption or material composition. 
This type o f  information is applicable for many different products. Som e concerns 
could be expressed specifically towards a certain product however. U sing  
stakeholder participation to inform decisions within product development, at a 
consultative level, does not have to change the level o f  decision making. D ecisions 
w ill continue to be made by the same people who w ill base their decisions upon a set 
o f  agreed criteria.
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Although greater stakeholder involvement within product development would mean 
carrying out a form o f  decisional participation, which could result in arguably more 
sustainable decisions (Aeland, 2000), this may not be appropriate for some 
companies as the commitment necessary would essentially change their decision  
making process. For in this case the decision would involve different stakeholders 
with agreed criteria but without previously known preferences and values. There 
would be no guarantee that the decisions and actions derived from decisional 
participation would be the same as i f  there were no participation; in fact they are 
likely to be different. Are companies able to make such commitments? Such changes 
are not easy to make for they call for change in the way that many companies 
traditionally work.
U sing the above typology as a means to understand what is meant by stakeholder 
participation, it is apparent that there is a significant gradation from informative to 
decisional participation. With no standard methodologies or guidelines, nor any 
experience, companies are often apprehensive to advance stakeholder participation 
beyond the informative and consultative levels. They recognise the potential risks 
involved should they get it wrong; for example wasted resources or damaged 
stakeholder relationships. Even i f  things go w ell, extensive stakeholder processes are 
often considered to be costly and time consuming and, further to this, it is recognised 
that dealing with people’s concerns and perspectives is inherently difficult. Many 
companies are also apprehensive about including stakeholders within decision  
making processes as they fear they may be relinquishing some o f  their control 
(W ilcox, 1994; ????).
Indeed it is true that each level o f  participation involves an increasing degree o f  
commitment by the company, generates different outcomes and involves different 
'risks'. However it should be considered that each level might therefore be 
appropriate for different types and levels o f  decision. Before carrying out a form o f  
stakeholder participation (for whatever reason) it is essential for a company to give  
serious consideration to what is expected from the process, the reasons for carrying it 
out and what are they w illing or able to commit themselves to. The m ost suitable 
participation process should then be selected according to these criteria. It is equally 
important that they are then open and honest to all those involved. I f  a company 
communicates a commitment to a high level o f  participation and find that they are 
then unable to keep that commitment or were never able to do so in the first place, 
then relationships and reputation may be damaged. I f  done correctly and at the right 
level however, stakeholder participation is not risky or resource wasting and can 
potentially bring many benefits. After deciding upon the most appropriate level o f  
participation, companies must then determine the process by which stakeholders w ill 
be identified and how  their concerns w ill be ascertained. A s yet stakeholder 
participation processes involving a wide variety o f  different stakeholders are still 
relatively new  and future research will focus upon the development o f  new  and more 
effective stakeholder participation processes.
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Conclusions
This paper highlights the real advantages to including stakeholders and their view s in 
company decision making. It identifies the benefits that stakeholder participation can 
deliver, not only from the information gained from the participation but also through 
the process o f  participation. A  key benefit o f  stakeholder participation is that 
companies can identify and keep track o f  emerging issues and challenges. 
Conventional theories argue that societal preferences are indicated through 
legislation and regulation, and consumer preferences can be articulated through their 
buying behaviour. B y proactively seeking the preferences o f  stakeholders, however, 
the feedback loop for information can be shortened; enabling companies to pre-empt 
future changes and therefore benefit their reputation and competitiveness. A  
stakeholder participation process can also be used by companies to take on the 
challenge o f  sustainability, reconcile potentially difficult issues and provide an open 
and documented account o f  their stakeholder interactions.
Stakeholder participation can be particularly effective and productive when used to 
enable more environmentally conscious product development. Stakeholder 
participation w ill enable companies to determine and manage emerging issues o f  
concern. This in turn w ill enable companies to prioritise issues, determine the best 
direction for development and make more informed decisions. In addition the 
process o f  participation w ill result in increased awareness and understanding o f  those 
involved in the decision (in this case particularly internal stakeholders) and will 
therefore help to embed the consideration o f  environmental issues into the product 
development process. The resulting ‘ownership’ is also likely to lead to decisions 
being more widely accepted.
Although currently not extensively used within companies, experience can be taken 
from the public sector where stakeholder participation has been used and accepted 
for some time. The different typologies o f  participation drawn from the experience 
o f  the public sector have been outlined; clearly highlighting different levels o f  
participation. Whilst the focus o f  these typologies is a community perspective, it is 
possible to take the key elements and apply them to a company situation. The paper 
proposes three key levels o f  participation for companies: informative, consultative 
and decisional. It is clear that there is a significant difference between informative 
and decisional types o f  participation as each level requires a different degree o f  
commitment from the company, generates different outcomes and involves different 
risks. It is therefore essential that a company selects the most appropriate level o f  
participation for the decision in hand.
Future research w ill look to develop stakeholder participation processes for 
companies, which are able to involve a wide range o f  stakeholder groups.
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